
•

•

•

--=:-Sprint.
.._---

Table of Contents

3. TECHNICAL AND PERFORMANCE REQUiREMENTS: 1
3.1 General Requirements: 1
3.2 TRS Personnel Slaffing RoquiremeOls S

3.2.1 __ S
3.2.2 __ : 6
3.2.3 Communication Assistant (CA): 7
3.2.4 Communication Assistant (CA) Requin:mems: 12

3.3 Telecommunicalion Relay service Center (TRSC) Requirements: __ 16
3.4 Telecollllllunicalion Relay service (TRS) Requirements: 19

3.4.1 .. __ __ 19
3.4.2 The TRS shaD: __ 23

3.5 Quality or Service Slalldards: 29
3.6 Calls Processed Throog~ llie lRS: 31
3.7 Calls Not Processal Through \he TRS: 33

3.7.1 __ __ __ 33
3.7.2 33
3. 7.3 __ __ 33
3. 7.4 34

3.8 Charges and Roles 10 Users: 34
3.9 AcccssCharges: __ 3S
3.10 Publicity: __ 35
3. ) I Relay Service Proyider Reporting Roqoiremellls: 38
3.12 Capllonon Telephone Service Requirements: , 41
3.13 Invoicing and Payment Requirements: .43
3.14 FCC Requirements: __ 44

•

e This document is printed on recycled paper. TOC·i

312



1,
~Sprlnt.

•

,

I
I

TECHNICAL AND PERFORMANCE REQUIREMENTS:

I I
I
I
I

3.

.3.1 General Requirements:

3.1.1 The contractorahal/provide a ~a",wide Tele",?"l",unication Relay
Service (TRS) /Dr the P1Jblic Service Co¢miasion andlo"CapTel Service, on
an Ag needed, U'n~ededbasis in llCCOrdilnCC with th~ ~lIircmcnrB:md
provisions stated herein. I I

Sprint has read, unde"'tands and will c~ply,

Sprint is the nation's leader in pr"vidi,J Telecmnmunications Relay Services. , ,
(l'R~) in terms of total contract, and calls handled, Sprin! currently operates
1,1 TRS and 3 VRS call p~ocessing CL'1lt.~rs that providelrclay services for 28
States, Puerto R1co, the "edeml Relay Sen'lce and three commefCIal accounts
for a t"tal of 33 IRS contracts, Sprint processed more ili~n 26 million calls,
rcsuhjn~ in I.,. million Coo\'crsat1oo minutes. \x"ith mJrc11than 12 ycar~ of
'I'R' 11 'S ' , Ie' I I, 'd hS C2 proceSS-toR" pnnt t$ 3. pmVl'fl. prOLCSSIQrul ~Ctv1FC prO\'l er W 0

has successfully accomplished all of the 'following. I '
• 'll~S prm'ider since 191)(} I I

FCC-Certified TRS provider (fir.;t in 11)93 'and a",*, ,in 191)M)
Facility.based TRS pro-'ider, opera~ng II 'I'RS call cbntL""
Industry leader in nLOW pwduct inn\lVations I I
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TECHNICAL AND PERFORMANCE REQUIREMENTS:

i I
I
I
I

3.

3.1 General Requirements:

3.1.1 The contractor shall pro';;de a ~arewide Te1t!C<?nlmunicatiOD Relay
Service (TRS) fOr the Public Service Commission andlo~CapTeiService, on
an liS needed, U nct:ded bllSis in llCCOrdiuK:r with th~ rJglJrrmentll :md
provisioDs stated Mtt!in. I I

Sprint has read, understands and will cd,nply.

Sprint is the nation's leader in providiJ Telecommunications Relay Scmc",". , ,
(rR~') in terms of total contract.. and calls handled. Sprin! currently operates
1,1 'ms and 3 VRS call p~cessing ce'llt.~rs that provideln;lay services for 28
Statcs, Puerto Rtco, the I·ederal Relay Sen'tce and three CbnunerClal accounts
for a tlltat of 3.3 TRS contracts, Sprint processed more l:h~n 26 million calls, .
resulting in l?t million COn\'l'rsation minutes. \'(.'ith mJrcithan 12 YL-afS of
TRS call processing, Sprint is a prown, professional seivice pn)\'ider who
has successfully accomplished all of the 'following: i.

· 'ms prm'ider since 1991l I I
FCC-Certified TRs provider (first in 1993 and al,'-ajn :in 1998)
Facility-based TRS prO\'ider, ()pera~ng 11 TRS call cbnters
Industry leaJer in new product inn?vation" I I
:\eti"e participant in the industry (IrC, N I:-:CA, N{\SR:\)
Team compri..e-d of deaf and hard 'If hearing individLal"

• Highe.,;t dcmonstrarcd b'd of quality service in th~ industry
• Industry leader in offering CapTd'~ - prm'idinl: IlIC~Td'" Trials

Sprint.entered th" TRS market in I9?\), broviding servieeJ for the State of
Texas through one call ce"flter in Austin, ,Texas. Sprint ~a" grown to be the
largest'l'RS and YRS provider in the woHd. yet the heah ~f the Sprint
product is not size, but the care and unde-rstanding We !k,'e for OUt users.

3 1 2 Th
. '-- ." 1_-, .... .1,1 ..

• . e contractor must DC a cemaClitru LnJ5S0un te~ecommUnlCtltJon9
. I • ~

company and must have a tariff fOI the '{RS liJed with ""~approved by the
Missouri Public Service ConunissioD (M.oPSC) upon in!plemenration ofthe

TRS. I I
Sprint has read, unJerstands and will eOTp1Y.. I
Sprint's price, "-' prO\'ided in Exhibit A hereto, is submi\t<.'P as a stand-alone
offer applicable only to the tequirements! of RH' No. B27:03019. The

I
\
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proposed price to provide' TRS for the State of Missouri does not include, in
wllole or in put, tariff pricing.

3. 1.3 The contl'1lc,or sh.uprovide a TRS with sta,e ofthe art ,echnology,
which wlH provide the ma.tlN:ne6ciaJ and COIf' elfecrjvr methods to
implement the TRS. Addltion.uy, the contractor shaD maJcr: use ofa
Customer Pro6Je Databsse that wlH _is, the CA in telayingconversations BB

quickly as possible.

Sprint has rcad, understands and will comply.

Sprint will provide the most beneficial and cost effective Relay service for
Missouri.

Sprint's mission is to exceed our customer's expectations through superior
quality, advanced technology and excelIL'tIt customer service. Sprintllas
earned tile reputation of lcading tile industry in producing and launching new
'111.S technology and product e",hanccmenls.

Sprint launched tile first TRS Customer Preference Database for tile state of
T~xas in 1995. Item.. such as types of call, bil~n!l infomution, speed dialing,
slow typing, carner of choice, as well as cmergency numbers, blocked
outbound numbers, language rypc (Englisll, Spanish, ASI.) and call notes arc
included in the customer profile. This information is activated automatically
or at tile option of the caller and appears on the eNs scrce'tl. Users are able
to update their Customc'! Prefetc'tlce Database while on-line with a Sprint
CA or if they prefer, they may be transferred to a Sprint's Customer Scn;ce
representative, with Tty capability. Customers also Iuve the option of
contacting Sprint Customc'! Scn'iee directly by mail or phone. " sample of
the Sprint customt'! database form is provided in Figure 3-1.

Sprint will continue to provide tllis feature, along with all of the Sprint
Standard Fearures listed in Appendix F.

CD This documenl is prinled on recycled paper. Section 3·2
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24-hour. 7-day Customer Service
900! BOO Pay Pcr Call Services

I
--A-Sprint.

0.__--
I

Relay CU8lomer Dalebese PrvIlle I I I
Lut Name: $mih I I I

'Os' Nlime and Middle 4nltleJ: JdnJ< I 1
,,

_e- and Phona NurrDer: 123-461;7890 1 I
Stre8I AcIdJ8A: '~3Mai1Sfmet I I
Ctl¥, Sllde~_ ~.tlSAf"'" I 1

Lollll Olo1ance _ I IIntralala 00_10 AT&TI OMCI
Inlol1ala ~_IOAT&TI oMCI ;

PrefefTed anllng Mel:hod: D·.., I O~t

o TN"'."'" :l --, I :
00 Calling Cord, I :lCoIII"ll CoI<l _., '$piI" FON Co'"

011_1 Reatriellons:
:> Cllliing Card Num~ ;w..9BC>-2fi33.. 12'34

[E Long lllSlllllCO CoI~ 18:07'- :ro~~"AM~~ Io Qpef8tor Alsistancep--,.-:
Fteqtaen!1y Oilled Numbers I Emttrtlerq NuMbers

N..... Phone Numb. I t\:ame I IPhone Number, MOM 12:J.456·7B9C ,I
_.

I '2:1-456-7890
2 DAD '2:N$6.78SHJ 21 F" I '23-fS/i-781JO, t:JOCTOR 1234~7890 31 -"""'" I '23-456·7890
4 SC/;DDL '23-456-7890 41 I I
• "'OR>< 123-45/;.1890 51 I I
0 I 81QCklld MJinbi,.
7 Catl Btoek ,: I I
• ¢,Ill ~Uocll 2: I I
• c.J1 Bledl 3: I !
I. Call Black 4: I I
Not.: Li.....' i d'l8rac1~ I*' namo C8II Block 5: I I

Arawer Type; rnTTY I[ voce "Ioveo I liD_co
:::I ASCl>300 IASCII-1200 IL I ASClI-2400

Language T1P9: Xl &alI,h ISoani,h II 114Sl
CUstomer Not.: 1. ArtIClIICO by 'T/is Is.l)llrl SmittI aIIKlg,.,,'tiu fJR3Jay-. r

2. Olttlfl 1.1$.Ccn'~. t;flls I I
N... ~"'III!lO""__~_ 1 smton.",. tS9 VCO I I I

I I
I

I
,

I
_..

! II
Fig".. 3-1, "custaml Datebe8e FOr-

Many of thc Sprint 'firsts' listed below wbre accomplished with the support
and cooperation of our Sprint statcs and relay end users!

I

•

•
• This docurnen1 is printed on recyeted paper.!
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Acccss to 900 Numbc...
Automated Billing with Detailed RL'POrting
Automatic Error Correction
Automatic Numbet Identification Database
Branding ofVCO/HeO Call Types
Carrier of Choice Functionality
CustomcrBrarllJing

• Customer Database profiles
Error Correction (Spell Check)
l;:-TurboTM

• Hearing CarryoVL'f 1':nhancLments
IdL'11rificarion of Background NoisL'S
IdL'11tification of Customer and CA GL'11der
Intelligent CompUtL-rized CA Workstations
RL-gionalllOO/llllll/1l77/11('(,/1l55
Scroll Back for ASCII and HCa Users
Spanish-ta-Spanish and Spanish-to-English translation
Speech-to,Speech
Speech-ta-Text Trial
vca Gated Calls/Center.;
Video Relay Service
Voicc Call progression
Voice Carryover EnhancL'fOents (No Typing)
CapTel"" Relay Service

At Sprint, we belie\'c that the rclay of yestL'fday will not be the relay of
tomorrow. As Lmerging technologies arc devcIopL'd. greater functional
equivalL'11CY is created.

3.1.4 The TRS ah.u be OFrJitiotud suuJ ready for inJplementation not later
thanJuly 1, 2003.

Sprint has rL-ad, undL'fstands and will comply.

Sprint will be operational and ready to impIcmL'11t all aspects of the 'ms
contract on July I, 2OU3. Sprint will be prL-parcd to implement the
CapTe)"'" contract on July 1, 21103, or following the CapTeI'" trial in
Mi~~()u(i

$ This document is printed on recycled paper. Seotion 3·4
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3.2 TRS Personnel Staffing Req~ireme"t8 I-

3.2.1 The crmuaetor shallprovide ~ JiUJ-time position (or and .hall employ
an individu~with knowledge o(and~aritywith tNe arafand hard of
ht!arilJlf and spt!t!ch-impsired community to Bt!fV't! Jl!I Ri:Jay Account Manager
for rht! It~tt! ofMissouri only_ Such individu~will bt! obligated to bt! ~
membt!rofrhc Advisoty Committet! as ~B"'bfjshcdb,v rht!IMOPSc.

Sprim nas reaJ. undenaands and will cotnply. I .
Sprint Jcsi!l"ed the -11~S Account Marelk'1T1e'ttt position to providc outtcach
and dedicated Jocal support to all of the :communities sb.ved bv Sprint Rdav.

I I' .
Sprint cutttmly e-mploYl'CS 30 deaf and nard of hcarinll Account Managers
and Customer Relations Manage.,,; I I
Sprint is proud of thc relationship we have built with die MoPSC and tne
Relay Missouri Advisory Cormnittec. Fo~ more than ·a dc~adc. Sprint has
bel'tt at the forefront of ptO\·jJing sel'\·i':c. L-dueation. o&tie-aeh and
sponsorship in thc deaf, hard of hearing:and spel,<:h Jis~bled communities
thrt>uhJ1l()ut M;~s()Uri. Fn)ffi St. I,ouis to :Kans~ (:it)'.JeffJrson City. Fulton,
Columbia. St. Joseph. J oplin, Springfield, Cape GirarJelu;and all ol'cr the
state. Sprint has been there providing outreach, wnrkin~with consumers of

~elay M,.souri and providing cuucation.! . . I t

Spnnl WIll eseeed this espeelal"," by prol'ldlng two "ccoun! ManaI\Cr~.

dedicated to meeting the needs and desires of both the ldtc and the people

who usc our sCr\'icL'. :'\ I, ,
Fo[ 7 of the last 11 ye-ars, Matthlw Gwy~n (Mall) has bec:n ~-mployed as the
Account ManaglT for Retay M~,souri. M~tt has bee'l1 wilh Sprint since 1992.
Since 1996. Matt's sole responsibility has. been to the stdte' of Missouri as the
,\ccount Man3!\Cr de-dicatcd to providin~oucreach, awak-ril-';s and education
rc/;'lrding Rela)' Missouri and the sel'\'icef offeted throu~!Sprint.Matt has .
coordinated numerou~ c"~nts throughoUt the State of ~1.i~ouri -and will
continue to do so under the direction of'the Relay Missbuh Advisory
Committee and the MoI'SC. Malt has beLn deaf since birth and is a native
uscr of American Si!l" I.anguage (,\SI.). ~latt is a skilled' c~)mmunicator,
utilizing \'arious communication tools to/promOle cffccfi,-h communication.
Ike.use of his long tenore with Sprint, Matt is ,,·cll.knotv~ to peoplc and
()rh'3nization~10C'<ltcu throughuut the staic, Iii

. I
Thc second Rela. Missouri "ceuunt MaJ3!,'Cr position will be ba.<cd in St.
l.ouis and will al~o attend all Relay Advis\,ry Committc~ abd MoPSC staff
meetings. "l'he two Rela)' i\-lissouri Account ManaI\Crs will rork together to
maximize outrl-ach efforts and promote awareness amobgst the gt.'l1eraJ
p'>flu\ation within rv{i$~,)uri. I'k-a:o;c rcvlc~ Exhibit D f()'r ~dditional details on
Account Manager rc-,;ponSibiJitc-,;.! I'

e This documen, is prinlod on recye~ pa..,;.. i
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3.2.2 The conUBcrorMJ.o inc/u. adequs.,,, .tailing to provid" caJJe,. with
"mcient Jjcces. unde,projected IIOJ~.so that 85% of.o CJliJs wiJJ be
ans_~within JO seconds on Jj d:UJy blJBis.

Sprint ha~ read, understands and will comply.

Sprint will meet the ASA re'luircmenr of answering 115% of all call~ within 1()
~econds on a daily ba~i~ by alive CA.

Sprint has a long hi.,tory of exceedirlg the ASA r",!uircmcnr of answering
85% of all calls within 10 seconds on a daily basis by a live C/\. Through that
expL";ence, Sprint has developed the capability to effectively manage a
human resource pool that provides unsurpassL'<! <JUality. Sprint has grown
TRS Operations capability to handle approximately 26 million call. per YL-ar.
Sprint has gained valuable experience in sizing its TRS Operations to
accommodate contract requit<:ments and will provide the capability to handle
Missouri traffic while maintaining an excellent standard of service. Historical
call detail has been gathered in IS-minute incrL"ITlcots throughout the years of
providing TRS. ·Ibis historical information is combined with Missouri
specific data to e~tablish anticipated call patterns that accurately prL-dict
perwnnel needs nece~sary to efficiently process tclay calls for Missouri.

Sprint's Traffic Management Control C..enter (lNlCe) and Enhanced Services
Operations Cont",l CL"flter (ESOCC) arc staffed with professionals who
understand call procL'Sses. call volumes, c.listribution patterns. contract
rL"Iuiremcnts and call routing. thus ensuring exemplary service. Historically,
as shown in Figure 3-2, Sprint has exceeded customer expectations by
providing service levels unequaled in the industry.

2002 Relay Missouri
Sprint Service Level

•

100.0

95.0

90.0

85.0

80.0

75.0·

h
~N

--Missouri Service
level

-FCC Required
ServIce leYeI

ho
Z

Figure 3-2. Sprin12002 Service Levels

e This document i. printed on recycled paper. Section 3·5
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3.2.3 Communication A8eietant leA): I
Sprint is proud to ha"c the most experib,ecd CA team in the industry. Relay
is an increasingly complex process. Ov!r the last decade,! Sprint has
implemL"flted ovet SCXl enhancLmcnl> tJ 'fRS. With 24 .k.-parate call types
and 50 call processing variations to the ~elay proe,",s, #Ioyees benefit from
yean; of expcrk"flce to build on the basi4 skill set of typing everything that is
heard while facilitating communication petwe,,'n both res transparently.

Relay Missouri is provided by the most ~Xl)L";L"flced CA tbm. in the industry.
Relay Missouri users are plea5,-d with thbir Sprint Rela~ s~rviccs. This is
indicated by an average or135 Custolner C01tImena~tionsreceived

, I I
annually from users across the Slate,IP]e..,e see samples of community
IcttL'fS of support provided in APpendixlH. II
a. TIn: contrBCtor shall havt: orshalld~.tk_liJrty-fivt: (45) daY'
prior to implementation 01 the TRS, a kualorproceJJJre. and stsndarr/s

•. I I
reJadng,o CAs which reDecm the preferCnCl!tl andneedtt ofu,",,. ofthe
servia. It is anticipated that mo., oftIJ.septoerduresluJdst8Ddsrds Il'iII no,
signi6C80rIy sffect any con_etars cas,IoEemploying~ .. it is expected
lluJt any relay system provider Would co1wnonly de""lo), :uch a manual as a
maner ofs,andard bllsinellB pl'aCtic:e. I
Sprint has read, understands and will comply.

Sprint stresses the importance of all rclJ polices and procedures to CAs at
the interview/selection process and continuing throughl irhtial and ongoing
training. I II
'Inc Relay Missouri CA Policy and procJdurcs manual is Lently b<~ng
utiliZLod and available for the statc to review. An outlin~ elf these cxp''Ctations
is provided in Table J-1 Sprint PoliciL'S .fud Procedures.1 This outline includes
confidentiality, emergency and crisis caI~, functions and rbles of a relay
Communications Assistant and much mbrc. 1'1
\0 ( ' .. A' d S I . , 'r h ., ..ommurucatlons SS2Stants an .. upervlsors arc tta.lf1c,u In t e tOpICS

Coveted by the Sprint Policic< and ProccaurL'S Manual. THey are fC'lWred to
complv with all of the policiL'S and procd:lurcs and failute!to do so is
consid~red a work pcrfomunce prublcrrl. If a performahcb problem is
idenrifiL'C!, including any failure to follOWlthe Sprint Polity:and Procedure
Manual, the <upervi<or will addrcs< the p,t"oblmn with thb Communication
Assistant in accordance wilh Sprint's prdgressive correc~Je action program
called n(;uiding Performance". Most work pcrformance'plubJems can be
satisfactorily addressed through a ncoad~ng" discussion! c6nducted by the
supervisor; however, if the work perforn\ance probk'm is lIeemed 100

. . add d 'h r I I. . I I dsenous) It may reSse WIt lorma corrective action stcp1'it up to an
including involuntary discharge of the crhployee. '

I
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Table ~1. RlIIayCA Poll~ and ProceclIna ..enuel Oulli..

A. Objeclivw Your Role
COnfidentiality
Destinations of Trafllc
DiIIer_C8J1 Prooesslno ee-n Stales

B. Billing M8lIloda Paid
FONCARO
~EC Card
Optional
MasterCard
ThIrd·Party
Collect
LocalO_de

C. Ilnlc CBII Steps that .ra Basic 10 EV8Iy Local ClIIl
Procedures Steps IlIat are llasIc to EV8Iy Long Distance C8Jl
D. Loc.I Cell Local C8J1 Description
"'-dunIa Voice 10 TOO CaD Processing steps

TOO to Volce CaD Processlna sllios
E. Toll-Free Call Tol~Free Call Descrtption
"'-dunIa
F. PBid Can "'-du.... Paid Call Dascription

Voice to TOO Call Processing SI8llS
TOO 10 VOiCe C8J1 Procasslna Steos

G. CardCBII FONCARO CaD Descrlplion
PIocedlnl LEC Card caJl Description

Optional Card Description
Major Credit Card call DescrtPtion
Voice to TOO Catl Processing S18ps
TOO 10 Voice Call Processlna Sl.....

H. Third Party Call Thi.o-Party C8J1 DescriPtion
I'tocedureI Voice 10 TOO C8J1 Processing Slaps

TOO to Voice Call Processino Stso
L Collect Call COllect Call Oescrtption
P_u"", Voice 10 TOO Call Processing Staps

. TOO to Voice Call processina stsos
J. Special Call Hlndllng An_ing and Audiolexllnteraotion Maellines
Pn>c:edtlt18 voice Carry Over

VOice Ans_ nlIcIline
Voice CallY OY8t

• This documen. is printed on ""'l'c1ed paper.
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K. Variations Busy Line Verification
Busy Signal I
Static or Poor ConnllClion
NO Ans....r i
Customer ReqUest

Company Inll"rnation
Request tor Intcinnalion On

CA's SCreen:
Speech Impaired 'S'
Handling lnterruptlons
Pacing theV~ CustomS1

Profanity Directed
Towards CAs'

Reque$t for Sptk:ific CAs
CA Knows Cuslomer
Suicide ,
Cases of Abuse (Child,

Elderly, Spou'e)
Illegal Calls I
SenSitiVllIOpiCS!
Switcl1boards
Young Children I
Typing Background Noises
ASCI leaving aiMessage

on a Voice TOO (Voice
Ans"",red) call

Repea.ing Informatlorl anti
Making Tone 1
Judgements ,

Voice Person Talking in
Third PeJSon 1

Call Wailing Suspecled
Fealure I

Conference Calls
Tn,ee-Way callIng
fnbound Customer

Requests Ihe Cailing
F,om NUmbef

I
I

Changing CAs
chalges Aefused - 800
IN~mbe, Refe,ral

Hard 01 Heanng person
luSing Standard Phone

CilII Becks 10' TOO.
Ofredory Assistance
Mu~iple Catls
InboUnd Requests Relay

'nUmber, .
A_ning Ills CA', Role
Restnded Calls
<ALT> <A> Voice to, ,

,Computer
U?bi!'able Cslls Customer

Requesl' to Call Relay
:S~rvice

<CTRL> <R> Redialcec Branding
R' 'bnal BOO'19'.
T"" Calling hom

Numbers
LEe 'Service Office

IAdcess
DOuble Letters
MCdilYinQ Opening

GIGer'n9
HOlding fOl Inbound

Customer Prior to
bJldia'

Reouast fOl CA 10 Gel
fv1~sage Off TOO
y"!"e An....ring
Machine

Hardlof Hearing Person
Answers TOO Line

RBqliast for A1temale
iariguage

TOO 'user Typing in
i>alenlhesis

P'Oduct Informalion
BOb tb Number Changes

to 900 SerW:9

•

b. As a minimum, the following Q stlJ/ldards shJl. """'blishcd:, I I
I. the Ctt. shalJ be tnlint:d to relay the c*nrents ofthe csu. as IiIccunte/y aN

possible without interveningin the commUnication~; I
Sprint has read. unden;tands and will co~plv.I . ,

Sprint CAs convey the full content, cont~xt and int~."t of Ihe rday
communication they translate. The CA rfres to th~' rry ~ser, or \·crba1j7.~'S
to the nlm-TrY user, exactly what is said or transmitted, \~h~'" the call is first
answered and at all times durinl': the C(m~ers.tion. -this indudes background

, I

*This document is prin'e<! on recycled paper. I Section J-9
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infonnation, which is ryp<.'<! to the rry user in p"",nthesis. C,\s leave full
control of the call to the relay uscr. .

In 1996, Sprint became the first relay provider to offer automatic error
cOrrection ~()ftwarc. Sprint's autumatic error correctiun software was
dt'Signed and developed by a Sprint CA. The sys.tem currently recognizes
over SIKl mi.<:;pclled words and automatically corrects them.

Z. 1M CA shll1Jpossess the .bUity to IItlnsiate American Sign LAngullgt:
(ASL) text to con"""'auonsJ English andmug, be trrUnerJ to be familUu

with IUId ~nsi,ive to the communications needs DfpertlOng who are d~af
andhanl ofbearing or gpecch impaired.

Sprint has rt",d, understands and \vill comply.

Sprint CAs translate AS1. text to conversational English. During initial
training, CAs ate trained and evaluated on how to accurately reflt'Cl the rlY
USt...'s intent, and the CNs role in the rclay process. Sprint uses a workbook,
crt..ted by a deaf instructor, to train C/\s in the translation of AS1. and
incomplete English to conversational English. In addition, all role-plays are
"written in ASL" and CAs must translate these role-plays from AS!. to
conversational EngIi.<h. This skill is evaluated and tested throughout tt:lining.
Upon completion of initial training, CAs continue to be evaluated nn ASI. to
English Translation through individuali:<ed monthly surveys.

1\11 Sprint relay center croployees, including managc-ment, participate in a 2n.
hour Diversified Culture training program during the initial training period.
Sprint works closely with each Sprint cc'nter's local ust'l' community to.
identify knowledgeable presenters to assist with the training. Sprint utilizt'S
videos. hand>-on role-plays, group activities and discussion b'1"<>UPS t<> (,dueate
its employees on the difft...ent nt'Cds of tht';" customers.

J. the CA sha// be tnluired (0 typf: " minimum of60 wonls perminufC ;rnd
'0 pllSS lIn ors/-ro-type lest oftypinC speed;

Sprint has read, understands and will comply.

AU of Sprint's CAs type a minimum of GO-words per minute. Sprint utilizes
an oral-to-type test that simulatt'S actual working conditions. CAs arc testcod
at least bi-annually to ensure that a 60-WPM performance requirement is
maintained. During this test, Sprint docs not use technology-aided
transmission to ensure the typing speed. The scores for each CA arc the
actual words-per-minute typed. In addition, Sprint utilizes technological
aide;; such as pre-programmed macros and auto-correcting software, along
with the CNs natural skill, to provide optimal service.

*This document is printed on le<:yded popct. See,;on 3 - 10
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4. the Cl sh;JJ stay with the call for a Linimum ofren Lu..... when
answering and placing II 7T-bIlBM 'J'RS or VRS c..u J.ntJ muBt .tay with
the c;JJ for a minimum ofl5 minut~. ",hen answe'*'6 andpluing
speech-to-speech c;JJs; . ' II

Sprint has read, understands and will cdmplY. . I I
Sprint uOllen;tand.< that a change of CAl can interntpt the natural call flow.
Therefnre, Sprint strivl'S to keep the sourte 'l'RS/VR,,, dAldedicated to each
call. Sprint ensures that the e1\ rlmains lin the call fori a\ least 10 minutes
(lIr 15 minutes for Specch.[()·Spcech ca11). If a chanl\C of CA i. unavoidable,
C\. arc trained to make this transition as smoothl), as .~(ksiblc and to kel1'
both parties informed. r !

A ell chanl\C may occur for the fo\lowl,l\ teaSons: I
Customer requests change of ei\ I I
End user \'erbal abuse of C1\ or obl<cenirv toward. (]A
The call re'luircs a speciali.t (Speech to sPeech, an\.thcr J.ngu"l\e)

I\Iness I I'
l'o[enti.1 conflict of interest (i.e. the C:\ identifies art end user ...

family member or friend) ! . I!
In im~\anccswhere It 1!1i nc.CL'Ssary to ch~ngcCA:,:;, ~ ~cc()n? CA plugs in thl.,ir
he..dse[ at the position .nd watches the tall for se\'erallninutes in order to

assess the (4spirir') of the call to make th~ transition sm{b~hcr. After sevenl
. minutes of observation, [he second CA. waits until the ,!oicc user stops

spe.xin,l\ and all conve""ation has been rcl.yed, .nd the.\, types [0 the 'ITY

~~ I II
. I

(MO C\# CON'l'INUING LJI{ C\lJJ).
, I

'Ihe C\ says the following to the nun-'lilY uSer: I
. .. "nHS IS 1-.10 CA # CONTj"'lHM; YOLrr~AI.I.." .

Dunn,l\ tllltla] tramm,l\. tramees are rC'Iwrcd to practlce tht> procedure. In
additiun. a training video is shown th.t dearly demonsth~esthis procedure.
and train> CAs to ensure the transition i~ handled as sm10Jthly as possible.

5, the Cl tJh;JJ tra1JsI.te ;JJ convefStltio~s for requiredUci6ed c;JJ. in
.ection J.4.1 andJ.4.2 herein :md .h;JJkeep aD sud! dmversations
con6dentisJ withrr$~ to 1M ~xi8tenceand conre.h,'thc'.trol

I
Sprint has read, understands and will corflpl)'.

l\{is,soun Relay CAs will translate all contcrsations for call typl'S specified in
Seerion•.'.4.1 and 3.4.2. I
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All relay center personnel arc required to sign and abide by a pledge of
confulentiality that promises not to disclose the identity of any caller or any
information leamed during the course of relaying calls. Pk-ase revit'W
Appendix C for a copy of the Sprint Relay Pledge of Confidentiality. In
conjunction with signing Sprint's confidentiality agreemt'll[, as a part of
training, CAs role-play variOu.~ scenarios which teach the correct way to ask
for assistance from a supervisor without di\'Ulging call-specifics. ',xamples
of confidentiality breaches arc reviewed and discussed with the CAs.

Sprint strictly enforces confidentiality policies in the Center, which includt..
the following:

Prospective CAs arc screened during the interview process on issues
regarding ethics and confidentiality. .

During initial training, CAs are presented with examples of potential
breaches of confidentiality.

Stress can be a factor in nuintaining confidentiality. CAs rt"Ccive three
hours of training on healthy detaclunent.

Mter graduation from initial training, each CA must sign a Pledge of
Confidentiality Agreement form.

Breach of confidentiality may result in termination of employment.

All Sprint Relay Centers have security key access

Visitors are not allowed in CA work areas

3.2.4 Communlcotlon Assillt8nt (eA) Requirements:

/I. The CODtrllCtor mustprovide II sufficient number ofCommunicadon
AlIBistanl6 (CAa) tmd bcDititB to meet the OJmmurUcation Assistant
StsuJdarcJs desctibed in Pllt»C"'phs.J.2J b. and the Qtu/ityo£&~
Stand1Uds listed in PllrtJIITIlPh 3.5.

Sprint has read, undt'tStands and will comply.

Sprint will continue to provide a sufficient number ofCAs and facilities to
meet CA standards and Quality of Service standards, as outlined in Paragraph
3.2.3.b and 3.5.

The Geol'c1 routing system provides real-time results by sweeping each
ct'1ller every six seconds for CA availability to dt'tenninc routing. The center
staffing lint'S are a management 1001 that provides the center and Sprint's
Traffic Management staff with the following:

til This document is printed on recycled psper.
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,,,"" CA _ '''''''' 15L~ poiod+...,
To'" number ofCAs scheduled fol ~.,.ch 15 minut period

• The number of CAs OV~T or under the reqUiremJt heeded to meet

forecast call volumes I . \ I
In respoose to any traffic fluctuations, '"raffic Managetp<.·;n makes final CA
requiK'tTll'llts for cach 15 minule periodlafter any line aai.ptmcnt. Further, .
Sprint will periodicallv review Missouri I1istorical data tb determine trends,
takin!\ into account a~y call-aff~"Cting iss~cs such as wdtHer, holidays or
tl'chnical problems. Utilizing lhis inforrhation, a netwoi-kl foreca.'t is

. developed for each upcoming schedulink week. Sprint ~~o reviews cach
Cl'llter results for the previous si~ weeks)as wetl as anticip~ted changes in
staffing levels to determine each center's capacitv 10 habdle forecasted calls.
Once the for~"Cast has been determined,ISprint L~sures I:hk total network
traffic is ,upponcd and accounted for bt each of the cc\,J:rs. .

S . . f<' M' . . . 1 . R I d11 f h .•pnnt IS 0 leflng ISsoun two opnon' ,or semCe. ~. ess 0 I e optIOn
sciectL-d, Mi"ouri will have the benefit df Sprint's intelligent call routing
technology thai insures cach call is answ~red by the ne~t l1vailable CA at any
one of the Missouri dL'Signated Cl'lllers. This pro\<ides Mi~<ouri wilh a large
resource pool totaling appro~imately 2,500 CAs and en~ures Ihe most
efficie'llt and cost effective method for p~ocessing vario~1Missouri call
type'S. Currently, the Ind~'Il,knce, M;'&ouri rclay cen~'ProvidL'S jobs to 97
employees. Table 3-2 outlines the anti~ated number of ~ll-time lmployees
needed, by catl volume, to ensure Misso~ri contractual 6bligations and
customer e~pcctations arc met I I

I
Table 3-2. Monthly Call Volume

I

~L4_B_FT_E_.A-52+-iFr+i_
E

-----'I_

55

_

FT

_

E

---J

'F",nm'~'FTEJ I II
b. UtJIess lJJstructrd otherwise by the cslJer, the CA shslJ slJow "' Jellst
six (6) rings lor ellch csJl. I !

Sprint has read, understands and will comply.

I
Sprint's sophisticated technology leavL'S the cont,ol of tile call with the
customer. CAs allow ten rings then givelthe customers the ability to decide if
they would like to continue to let the phone ring or placb ~nothcr call. Sprint
C(\s will follow User preferences if alteite requests ard "!'ade.
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c. Iftrquested by rhc aller, rire CA s1uJJ1 ma1<c one additional attrmpr
on busy calls.

Sprim has re'ad, unde'tStands and will comply.

Sprint Ci\sallow thc caller to re-main in control of the call. If the caller
rcaches a busy signal and would like to make additional attempts, the Sprint
CA will follow the caller's re'luc<t.

d. The CA shallnot makt: any value ;uclgments regruding legality of
obsr:enity ofthe content ofthe tnes8:lgC 2l1d shall ensurr thar rhe n:lay
openron trlay allmessages recei~. In addition, the conrntctor shall agn:e
;wd undelSt/Uld lh., no wn·~nor ~JectIDnicsctipt of ,he all be mainWn~
by the TRS at the condusion ofthe convel'1llltion.

Sprint h." read, unde"'tands and will comply.

RELAV MIBSOI IAJ

~,

•

•

Sprint CAs do not make value judgments as to the conK"'t of any relay
communication and do not hold personal com'ersarions with c-ither pnty.

No ;"ritten or taped informarion regarding a relay call is maintained once the
call is released at the CA position. '[be 'from' and 'to' numbers arc removed
from the CA terminal immediately lIpon tt'tTllination of the call, at which
time billing information is trnmferrc<l to billing filcs. If a customer registers
a concern regarding operating practice'S and wish"" to reveal his/hcr name, it
is used only to follow up with the customer to e""plain the rcsoilltion Sprint
has taken in regard to the.conccm.

t. Ifrequesred, the CA will rnnslate American Sign Uncull{fl' (ASL)
ltxt to convel'lUltionaJ English. The word "trsnahJte" M used in the conuset
shallbe considen:d 8S oral andprinr rnmsIations by eitherJive orautomoted
means bc~ndt:2fand hudofhearing or speech bnpain:dpersons who usc
rrequipment, compurers, or similar automatrd devias and those who do
not have such equipment.

Sprint has read, undcrstands and will comply.

Sprint CAs translate ASI,le't to conversational English. During initial
training, Ci\>; arc trained and evaluated on how to accurately rcflectthe T1Y
user's intent, and the CA's role in the relay process. SprintllSc< a workbook,
created by a deaf instructor, to train CAs in the translation of MIL and
incomplete English to wnversational English. In additi"n, all role-plays arc
"wrium in ASL" and CAs must translate these rolc-plays from ASL to

conversational English. This skill is evaluated and tested thwlIgholltttaining.
Upon completion of initial training. CAs continue to be evaluated on 1\51, to
English Translation throllgh individuaw.ed monthly surveys.

@ This document is printed on recycled paper. Section 3 ·14
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I
f. Ifso directedby the caller, tbe~ sblJ1J refrain IJiOm nuUcing lUI

inttoduCtory IU1nouncement about the TRS; I

Sprint has read. understand., and will c(~IY. I·
! I

Sprint CAs leave full control of the call to the relay user.l"lne C/\ follows
any instructions given by the relay user ri,!\'U"dinl( definitions of the portions
of the callt<> handle. For exornple, if thL TIl' U'er re'1L~~ts the CA nm to

announce the call, the C:\ will honor thy fL",!uest. II.
g. CA shsUJ not couneJ, IldvitU: or interjectpertloniIJ bpinion6 Ot
tM1JjtionsJ infoml2tioD into my commulucation being in1nsJared. The CA is

I
pennitted toptovide background noise identification,

Sprint has read, understands and will cotnPly.

S . CO \ d I . ·d . . I . I I. .pnnt .J S () nol coum,c • a V1SC, Of Jntcf')cct persona upl1l1ons or
additional information during a call, eveh if the relay ce~unication breaks
down. C:\s mav not hold personal eonvLrsarions with l~ther pam. When
promptoo, the (~i\_ may cxt<...-od a pc)litc cir c()nci~c rcspdn~c such ~ "thank
vou" if a relay user comments on a job well done. In thb e\'ent of an
~merl(ency, the C,\ will rL'Odet the necessary assistance ~o:complete the
custumer's call. The C,\ typ<.'S w the 'fIr user, or w:rb~ljzes to the ncm:ny
user, exactlv what is said or transmitted when the call i'l fi~t answered and at
all timl"S d';ring the conversation. "Ibis iAcludes backgmuhd infonnatiotl,

which is typed to the TI'Y uscr in p\\(L'fI\hesis. I\
11. CA sball comply with the established CA StIUldiuds,

, I

Sprint ha~ n:ad, under..tands and will cOjply. I
CAs comply with all establi.hed CA stao,dards. \.

The hL'art of the tday product is the C.o!\trnunicarions ;\~~istant (CA) who
interacts with cel'3-" users, ensuring cvc~~communicati()his facilitated in a
profe..~onal, efficient ,,,,mnl'!. Our~ng and quality 'teb have developed
a comprehensiye hiring and training pro~am to prepatJ Lkployccs for this
chailenginl( position and to ensun: all co/nmunications irJ of the highe.t

'1
1
,U
1

ality. c \ d' \·c S . R [) C \ '1.1 ~ I'
c:t.~c rClcr to J flpL"fl IX I lor, pnnt cay J rnJnmg out IOC.

Sprint CAs arc assessed during training ,In ail relay proJ~res. When
traini"R is complete, CAs continuc to bclevaluatc-d thro~l(p individuahed
monthly sU"'cY', random testing (through test calls) md !"(loathly quality
training focus. I

I

I
I
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Sprint h.s developed. comprehensive, per{onTlll1lce based assessment to,,1
for CA perfol'lTW1cc. Thc CA Performance Survcyprovidt'S a detailed
perspective on individual performance and mt'llSures 45 aspects of CA call
pmcessing performance. All CAs .re cval<ntcd monthly and rcquired to
meet expectations in all pcrfonnance ""'as.

Please review '\ppendi" B for. copy of the CA Performance Survey.

All Sprint CAs arc monitored at regular intervals to ensure compliance with
the CA standards is consistently maintained. Sprint stresses the importance
of all relay CA polices, procedures and standards to CAs beginning .t the

.interview stage and continuing throughout t'ffiployment Sprint CAs know
wh.t is e"Pected of them .t all times.

Pk'2SC refer to Section 3.23. for Sprint Rel.y Policies and Procedures
outline.

3.3 Telecommunication Relay Service CenlBr (TASe)
RequIrements:

3.3.1 The COlJUJu:tor sh.oeBtllbJiah II TelecommurUCiltiDn Relay Service
Center (T1lSC). The TIlSC ahttlC

a. Provide rr/ay st:mce for ttIJ MissourieJt~.. 24hours a Jay, 7
Jap a ..-reA; 52 ..-reks " yellT.

Sprint has read, understands and will comply.

Sprint will eontinuc to provide rel.y service for .11 Missouri exch.nges for
both domestic and international callers .vailable 24 hours. day, 7 d.ys a
week, 52 weeks a year.

b. ADow CII1Je", to place CtI1Js thto"lP> rhe TRS Ii'Om theirprimruy
10000tion lind fiom loCations other thlUJ theirpdmttty lOCAtion.

Sprint h.s read, undersunds and will comply.

Sprint will continue to allow callers to pl.ce caUs through the TRS from their
primary locatiori and from locations other than their primary location.

c. ADow cttIJers ro utilize ttltemate bUJiIJg~ntB; for example,
coUeer, third number, person to penon, calling card, credit crud, IUJd 900
num~r .e1Vl~tI, IU id~lJtiJil!dby the contnetor.

Sprint has read, understands and will comply.

Sprint will continue to process collect, third party and person-to-person calls
for Relay Missouri .s well as calls billed credit cards, and to prepaid and non
proprietary calling cards offeR-d by a Missouri loc.1 or any other

&) This document is prinled on =ycled paper. Section 3 • II
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interexchangc carrier. Sprint will al,o p~ocess call, to or ~rom hotel rOOms

and pal' tek-phonc.,;. i \ I
In c<>mplianc~ with Mi"ouri's h~)al to p~o"ide functi0'1allc'lui,alency, \vhen a
call is placed through Relav Missouri, tile user will be billed in the same
mannc'! that a non·relav u;~r would be billed. 'lb~ rclaJ J.<~r will onlv be
billed for cDnn:tsati"n 'time, (which .I,.!. nol incluJe ~~lIi,etup time; in
between calls and wrap up time) on toll icalls. BilGn~ will occur within GO days
of the c'all date. Sprint offers usc.... the option of billing! tHeir calls to a non
proprietary J.U: 00ca~ or JX(: Onng di~tance) calling <!.arlJ,. Sprint will
process credit/calling cards offered by the user's carrie! ,Jf choice if the
carrier is a participant of Sprint's Carrie: of Choice (CO<~ program.

.' '\!' k ' h h "i " 11'( I Id IXC '\Spnot WI contmuc to \vOl' Wlt tel" lSSOUt1 $. .~••$ an ~ to comp1 C

and make available to all T1Ybsct!'o a li~t of accc-ptabl+¥ng cards. Sprint
( ,A, WIll also relay calls that arc blned to prepaid callong c~rds,

. 'h ' , f h'" 'bl: ~, I III dI c U!~cr's carner 0 C OICC IS rcsponst Ie lor provlulng ca types an
,,'ailable billing op,ions, and will hamJle;the rating and ;n~'oicingof toll calls
placed throuj.,m the relay. Sprint billin~ iJ processed in-tlo~se.

Sprint innm'ated TRS PaY-l'cr Call scn'i~c, in 1996. <;JIIJ." to Rday
Mi,<soun will continue to'access 'XX) sc"'iices by dialing~ ~<",iWlatcd 900
number to access the relay sen,icc, Usc of a toll free 91)) number inbound to
Relay Missouri provides functiunally c'lJivalcnt access tb lhc

1 " hill, h I. I, d ' ftc ccommurucatlom; network w c prc\'cntmg unaut onzcu (.'f1 users rom
circurnna\'igatioK LEe restrictions. Thi.~ process ensurJs Ihat the LEe will
only complete those calls in to the rclay kn')ce that do p,)t have a 900
number block added to thcoir phone lind, The 9(X) ,enoice prm'ilk'! and the
?IX) number carrier will rate and bill the Lser a.< tf the <ail ("as dialed dirL'Ctly
from the originating user's tclc-phone, : I:
Fij.,'Urc ,1-3 illustrates access to 1)00 l'ay-~er Call Sen·ices. I

, I
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FIgure 3-3. 800 Pay-Per Call ServIcelI

d. The TRSC shallproride s",tft'ide 1lCt'ri~JiJr all CII1l8 ori8im</ing
within the s"'~ ofMisBDuri, iDdudiDg CII1/spl.ced1lCtO... • "'te line, which,

,if the TRSC _ not used, would be CDDWe«d toO frer cll1ling. Tbc
coDtrrletor 5h1llJprovitk the snvke through 1M diBJJng of"711", .. wdJ ..
through the use of" Stlltft'itk 1/OO-act:e18 method. The contr.N:tor may
provide lOr 8D in-Bt#.e, lID ou.-Df...",~,multiple 1ocIJdonJl, lJDd/or PDy Olber"',.,m.dre ofthe TRSC.

Sprint has read, understands and will comply,

All Missouri users will continue to be able to place local. intrastate, interstate
and international calls that originate and/or tetminate in Missouri through
Relay. Users m1y also place calls across a stlte line, which would be
considered toll free calling. Sprint will process aD caDs made through Relay
Missouri and will be compensated by the MoPSC for providing local and
intrastate Relay Missouri service.

Sprint will continue to provide the scMce through the dialing of "711» as
well as through the stltewide 800 toll free numbers. Sprint Relay will be
compensated by the TRS Interstate Fund as mandated by the FCC for
providing interstate and international TRS services. The MoPS<: will not be
invoiced for any minutes associated with the relaying of interstate or

e Thi. doc:umenl i. printed 00 re<:ycled paper. Sectlon 3 •1.
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international toU calls. Either Sprint or the ealter's carriJ of choice will be
billed for the toll portion of the call. 'niere wi1l be no t1nd user billing for
Relay Missouri callers placing local ails! II'

I i
Sprint prO\~des the MoPSe with two' oPtions for the 1jRSC. An in·state
solution that maintains the existing Relay Missouri Cent~-h or an out·of·state,
network snl ution utilizing the existing Joters across tHe hation.

Please review Section D for more detail on the oPtions
l
atailable.

3.4 Telec:ommunlclltion Relay service (TRS)J.~ulrements:
3.4. 1 '17J., TRS shll11 inclutk rhe Ji>JIo4w bsW<: ""nl,J.hr /oc;W <:1111..
intrtUltllte roO <:II11s IIrtd intetstllte roO aU. OtitfinIlJ~ in

l
lMissouri:

I i
Q. A<:cept" clIO Jiom" Tex, Te/epbone (IT) or ""1n¥>uter equipped .
<:II11er, p/llce II cll11 to II heMing IIIIdvoi~ble individUal IIIId rnmsJllre the
•. . L~L_ . ".__ .

e.«tronJC nH:'StIIIJlell to VOIce' mesB:1{fC6 r "5 VOICe~ to e~UOIJJC

mes!JlllICS lIS necesury to complete the communiclltiotJ6l1nlc; IIDd

Sprint has read, understands and will co~IY, \

Sprint's standard offering includes accJtance of calls from Text Telephones
(rLYs) or computer equipped calk'(S. ~rint CAs place' dlls to hearing and
voice.capable individuals and translates electronicme~ to voice
messages and voice messages to electrotlie messages as In~cessary to complete
the communications link. Each Sprint G:A positiOfl is caJt.1ble of receiving
and transmitting in Voice, Baudot and AsCI [c~... Up6n': call b~~ng
rt'Ceived at the Relay CA position. Y1Y ~ignals arc autdmk.tically identified as
either Baudot or ASCII; if ASClI, the Wud rate i. detette\!. Intelligent
modems allow the CA to handle either V\'oice or data iinl..lfrorn the same C/\
work station. I
Tlus automatic identification ofall typeS for incoming,calls provides a quick
and effici~·,lt technique for varied custorhcr input and redl,ces the average

CA work time to a minimum I II
b. Accept II clIO Jiom II hetuing SJDdlvoiee-cJJp"ble ca1!er, plllce" clIO to II

ITor compurerrquipped individlUllUld trIItJ81l1te the +-ice tnCUIIf/CB to
elecrromc mCSIIlI{fes 1IIIr1 electrOnicme8~8 to voicem~6 as neceuruy
to comp/rrr tbr communk"tion6 Iin/c. I I
Sprint has read, und~'fStands and will eotpply. I
Sprint'. standud offc";ng includ~", .cec'!'l.ncc of calls from hearing and
voice·capable callers, and placing call. t~Try. or comrluter equipped
individuals, amI translating voice message. to electronic niessagcs and

I
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ek'Ctronic messages to voice messages as necessary to complete the
communications link.

c. At the reqlltlst ofthe ctI1JiDg individualin eitherJ.4.1. or J.4.1h abo.."
allow voice 10paa through the telecommunications sym,m in either
direction lind mmslllte only 8IJ DeceBSUY (voice caay-o""r (YCO); hesuing
cImY-over(HCO); VCOto VCO).

Sprint has r.",d, un,k-rstands and will comply. SpMt will accommodate
callers as "J'Ccified in Sections 3.4.1a and 3.4.1b on the following call types.

veo - Sprint bas provided voice and bearing canyover as standard
TRS features for longer than any other provider. Voice carryover (VeO)
allows a user to speak directly to the person they ue calling.

veo users also have the ability to request veo with Privacy/No GA. This
is an •."hancemen, '0 Sprint's veo product rL'quested by many veo users.
nUs feature provides the rlY caller added prival:)' on their call because the
eA does not hear 'he veo uSCtS' voiced ,""'Ssages and no "GA" is needed
from the VCO USer. The voice user is heard by the CA and gives the "(JA"
•.,.ch time to alert the operator that he/she is finished speaking.

VCO Branding - veo users may choose to have thl-ir telephone numbers
permanently branded as veo. When a telephone number is branded as
Yeo. e1ch call into relay «'Cd"es a unique greeting. 'lbe following is an
example of the veo greeting used.

RI:-:I.:\Y i\IISS0URI CA XXXX1\I/F VOICE (OR "l'11'E) NOW GA

'lhe caller either voices or types his/her call set-up instructions to the
operator.

VCO-to-Heo - '1his feature allows a veo user to communicate with a
Hearing eury Ov... user. "lhe veo user speaks directly to the BCO us•.,
and the HCO user types thL-ir response directly to the veo user's Try
device.

VCO-to-VCO - veo users can communicate with other VCO users
through rclay. The CA listL."s to each veo user's spoken messages and
types for both putk'S.

veO-to-11Y - veo and 'ITY users may communicate with each other
through relay. The veo user voices her/his own messages, which arc
typed/transmitted by the CJ\ to the 'lTV user's device. 'lbe TIY user types
ditL'Ctly back to the veo ""er's device, who n,ads the typed message across
thL-irTIY LCD display.

e This documenl is prinred Oft recycled paper.
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Two-Line VCO - (I-ICO or YeO) 'l\vo-Linc veo provides close to rcaJ
time convl-n;ations betwct.'fl the deaf/h:lrd-of-hcarin~tl<.-r'son and the hearing
person_ 'fwo tell'Phone Iinl.. and three-!.vay calling is nbelied for this type of
relay_ The Two-Line veo (2LVeO) LLJer speaks direcHyito the hearing
person on one (Voice) line and uses thelsecond (1TY) ~el,cphone to rccLive
the CNs typed responses voiced by the ttcaring petSon! Then: is no need to
give the "GA" or wait a tum. allowing for a smoothl:t dod more natural flow

ofconvL~ation_ I I
Sprint further excel'tls this expectation I:!Y provided veo Gatin~. Sprint is
the only ptovider to offer specialized19ating. Sprint ~sproud of our
establishment of a primary veo center and a secondarY yeo center in
Sprint's network. These VCO centers L1nP1oy CAs who !\ave fLoceived
specialized veo mining and are the mJst e"Perienced i"\ handling veo
calls_ I I

Sprint will continue to provide !his veo service with a d~ignated VCO BOO
number to Missouri at no additional cha~_ This numo..i routes VCO calls
to the dedicated veo centers. A dl-dicdted ven BOO iccess number
eliminates the ne,:d for veo branding ahd resolves VCDlcall set-up issues
for YCO users calling from PBX lin.... aAd/ot dual houlchold members.

HCO· Hearing carryover (HeO) allow! a person to Iislci dirccdy to the
person they arc calling and provide thlirlresponses by t~xt through the
opLT.ltor (and vice-vl-n;a). Sprint was the first relay prinJider to offer HCO
users what is known as voice progres~iontechnology! This advancement
elirninat.."S the HCO user's need for reading macros and1allows him/her to
hear the call set-up, ringing and the callea party answcri~ thc telephone.

HCO Branding - HeO LL'ers may chole to have thJ t!lephone numbers
permanL"fltly branded as HeO. Whm a rblephone nurnlleJ is branded as
HCO, each call into rclay rccl;ves a uniq\.,e grecting. Tlie!following is an
example of the HeO greeting used. !. II

I I
RELAY MISSOURI C/\ XXXXM/F YIOU MAY I-IE,-.I.\R VOICE OR
REA\) ON rlY (;,\ I
HCD-to-HCO - HCO users can commlnicate with othd I-leO users

I . I '
through relay. The CA reads thc typ<-d message from tHe fiCO user and
voices to thc othcr HCO uscr who listen\; and then typl~ his/hlT response

back in thc same manner and vice vcrsa'l • II
HCD-to-TIT - lICO and rlY users can communicate with ..""ch oth<T
through relay. Thc HCO user types dirccidy to the 'I"IY 'ukr. The CA voices
the TIY US<T'S typl-d messages to the HrO uscr. I

I

I
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• d. Accept II CtI1J Dvm II speech rUubJeJ CtIi1er, 1I1J0wing the CSJ11ff .., use
his/her own voice or flO;" synthesizer,ltIthC' than hang II TT, andplace II

CtIi1 ta II MIITing and voice-cIJpable individlUl1or'" :B 1T, IIIH1 rnnsJllte u6ing
gped:sJly tl'llined CAs to limetion lIB human transI• ..,ro fOr relsy U&el'B who
have rUllicuJry being underorood on <M telephone lIB nr:cr:sury to compkte
the communieMions JiDlc. The Frequent Dialed Number feature must also
be made aV8iJllble to <Mse speecb-to-speecb (STS) usero.

Sprint has read, undm;tands and will comply.

Sprint provid<'S dedicated Sp<',:ch-to-Speech (STS) or voice synthesizer access
through a toll free number and dedicated gates that (lerve Mi$souri STS users.
AU standard services arc available to Speech to Speech users, including the
frequ<ntly dialed number feature.

Sprinr was the fU1lr TRS provider to offer STS services for speech
disabled customers beginning in 1994. Sprint has developed a specializ<-d
tmining program for operators to function as tnnslators for users with
speech disabilities who have trouble being understOO<.l on the telephone. 'Inc
STS operator rcpeais the words of the Speech Disabled caller as necessary to
be understood by the person with whom th<'Y are sp<oaking.

• In addition to initial operator training. STS operators receive <-ight hours of
additional tmining focusing on:

Speech to Spc<och user characteristics
Speech to Speech etiquette

• Speech patterns
Spe<och to Spc<och call processing variations

s. The contracror shall plOCCU the fOllowing~sofCtIi1s, and their
reverse, where :applicable, whe<Mr originated from or pl:u:td to lamlJine or
col1U11elCial mobile nuIio services systems:

• IT to SrandanJ Phone (Voice)
• VCO to StandlU'd Phone (Voice)
• HCO to StandtITd Phone (Voice)
• VCOto VCO
• HCOroHCO
• HCOtoIT
• VCOto IT
• 2-1ine VCO ro SrandanJ PhoDe (Voice), HCO, Dr VCO
• Speech to Speech
• Spanish to Spanish·
• Spanish to English

• Sprint has read, understands and will comply.

*This document is printed on recycled paper.
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Sprint has read. understands and will corpply.

I
I

Cil This document is printed on recycled paper.;

Sprint proc~ss~s all of the rC'luired callsland thc;r rev~';Se, rellardless of
wh~th"r they oriwnatc'<1 from or were placed to a landlin4 or commercial
mobile radio sen'icc", system. Ple:l.<e rc'Vicw 3.4\ a.• b.• Col d. for detailed
descriptions of each call type. i I
Relay Missouri deaf/blind users are ;'ble to eommujieate through
Relay by utilizing Sprint's Variable 'typing Speed i:~luI'e. Variable
Typing Spec-d pro\'ide:; fully accc..sible relay for the vi,i.a1ly impaired. Thi.
feature allows the user to e.tablish the appropriate typi!ti speed transmission
for their c'luipment ami communicatiori ne~Js. II
Today. Rday Missouri usen; dial 711 or ~O()-52()-7309to lectly accc"s
Spanish translation sen·ic... We eurrc"Tlhy pro\'ide Mis~o~ri with full relay

sen'lces 10: I I
• r,nglish ,

Sparush i I
• English/Spanish Translanon. ,

, '
Sprinl Was the first TRS to provide Spanish Relay ttahslation services
in 1990. Spanish language rclay services ~re pnl';ded atla ~edjcated gate.
l)roficienr. bilingual CAs prm'ide full relay sC"'ices, a.< JodI as translation.
Bilingual workstations are modified to sertd macrm anJ rither text
functionality to the caller in thc;r pr~fenfd 1anb'Uagc· I
Sprint provides these multi-langua~ serl>;ccs "" part of our ..andard relay
offerinll' There arc no additional chat!,...~ for these "",,;cc~. A Standard
Features Matrix detailing the complete lil.t of Sprint Rcl~YI'S Standard Feature
is provided in i\ppendix F. ! I'
NOTE: Ifthe providerofTen Compatible CommuIDeatio1 Protocol (CCP)
such that the all is released when it is determined Ihat1tJie mceivingparty is
communicatingin the s.arnr mannrr (ie~ IT tD ITDr ~kc- 10 VOjC~), ana
TRS assistance is no /otIC'" ~uired,CCP will beprovifl~dwith no funher
charges accruing 10 the state alit:r the csin is n:leased. IfCCPis not ofTemd,
the caller will be noti6ed when the c:I1Jedperson is conim'unicating with 'he
same method 1U1d wfl1 be noti6ed 10 all1jthat person dik:fJy; and the TRS
caD wfl1 be termina'ed so th,,' no funher charges accrui iiJr the caD.

Sprint h"" read. undeTStands and will cniplY.
I

3.4.2 The TRS shell: : I
tl. aDow for .witching and uanSmiJ;on orthe caD;

i

I,
I
\
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b. be .ble '0 hllDdJe emergem;y c..os, ..oowiDg...rrmuuic and
~a/emuJ8fer of the c..o to the nearrs, PubJic Safety Answering Point
(PSAP);

Sprint has tead, understands and will comply.

Sprint's process for handlin!\ ctncrl\C11CY calls is fully compliant with FCC
requirements. An emergency call is considered to be one in which the user of
the rcJayserviee indicates that they need the police, flre department,
paramL-dics Ot ambulance. Sprint uti1i7.cs a standatd E9-1-1 database that
serves all of the United States, and Sprint has developed uniform procedures,
which arc followed at all Sprint Relay CcntL'fS.

The CA, when told by a TlYI ASCII user (non-voice) that an Lmergency
exists, hits a hot key. .

1. The C,\ terminal posts a query containing the caller's ANI to the
1'911 database.

2. 'Ine E911 database tL'Sponds with the tell'Phone number of the
Public Safety Answering Point (I'$Ap) that servL-S the caller,
automatically dials the PSAP number and passes the caller's f\NI to
the 1':911 service center.

3. The <;,\ remains on the line and verbally p;lSscs the caller's ANI as
well, to the E911 service CL'Otcr operator.

Reilly users arc encouraged to dial 911 as thLir primary means of contacting
Lmcrgency services. However, if a user makes an emergency call through
relay, the Sprint CA makes every effort to correctly route the call based on
the network and user providl-d infonnation. As tL'<juircd by the FCC, CAs
stay on the line and providL'l; the Lmcrgcncy service provider with the caller's
telephone number, even if the caller is no longt.'f on the line.

c. include methods ofIU:cessing and beingaCCf!ued with ASCII (with
spHt-llCN!t!n capability, ifIIpptopd.lt! to the u&em soltwlllr/equipment),
Baudol, TurboCode, and E-TurboCock formats al any speedgenerally in
use:

Spnnt has ,cad, understands and will comply.

Sprint is the only provider who offers E-TurboCode accessibility.

All Sprint Relay Centers arc capable of receiving and transmitting in both
Baudot and ASCII codes. with Baudot (lTY) as the primary setting. Aeces.
via all commonly used Baud rates, including 2400 and !\SCII rates, are
available at each CA position,

• This document is printed on recycled paper. Section 3 ·24
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Figure 3-4. ASCii Split Screen I
I

Sprint provi~cs Relay Mi~suori cuswmet wilh tlirb<)c~elcapabiJity.In
.dehllon 10 I urbocode, Spont also prm'llIe,; Relay M",.,?u!" wIth Enhanced
TurbocoJe (E-'l'urboT.\~. Sprinl workt.-d\dm;dy with Ultritcc, Inc't a
manufacturer ofTlY ''luipment, 10 design and impk-mLit this innovative

, ' I
technology. ,,\:< a resolt, Sprint is the oR.Jy relay provider in the nation to

offer E-Tulbo"M caU processing.! . I\,
E.Turb,;'" allows lTY caller,; to autom4tically submit dialing and call ,;etup
instructions when they dial into Relav Missouri. This si~ificantlv reduces

Ii) This document is prinred on recycled p~'1 I'
\ I

I

I
I I, I

I·, h' . ('\ ... bl f I d ... ....ac Spnnt ./ pOSItIOn IS capa e" rccL1nnll an transrruttlng In VOIce,
Baudot and ;\SCI! codes. Upon a call ~.jnj\ received a\ the Rday CA
p",;ilion, TlY signal,; arc automatically td,-ntified a,; eilh~r Baudol or ASCII,
if ASCII, the baud rale I,; detected. IntClllj\ent m,,,kmJ allow Ihe Relay CA
to ha.nJle l-1thcr \roicc or data lint~ froni the same CA ~(Jrkstation.

'Ihi "d'C • f 11 Ie' I 1'1 'd . I.S automattc I (."ntlllCltmn () ell typ~ ,Of mC()1"nlng,c~ s prOVl CS a. qWCi\

and effici''flt technique for varied cu,;tot'ner input and rt:duces the avcrage

ope.;rator work time to a minimum. I 11
I .

ASCII rate,; up to and including 19,IXM)!>ps arc supported by the Sprint
platform. 'Lbe dom,.,.tic TLY baud mtelof 45.5 and chJ i~tcmational rale of

50 baud arc also supported. I \ I

The AS<:I I Splil Screen f,..ture allow. !'!igh Sp'"<'u AS(jll computer u"'"""
and (~A~ to type and c()mmurucatc clLwly and rapiJly. ~imilar tn voicc-to
voice conversatlml, il pro,·ide,; Interrup~capability for t,h~ ASCII user and the
mice lY.lrtV. PIL..se review Fil..'1.Jre 3-4 for. di,,,lav of :\S(,II Solit SCreL'fl.. I

I
I I

"SCUll'"'' c.lllM r.", "om 'hili'" P'IiI"OI'all:lll!lpulfo'
.'"cllw,1I ell.PIa, Iwolplll .inclllW_ • ';C"';antal a' ""Ie.l.

I . I :
Ch" _1M", dlllplay10 In, Asen llsers lltllland'''' OII'1It'.Ind_ lIi_plt- I'" CA',:A,,'lI 1..1 I I .
All .,ttl.. Il.dy I,~., allell _••pan ••, 1M eOll..,ulI,,"

..tlI.~.. "" Ill••••p.~I'" ·e,..,1I1I I I
Ttl. ASCII U'f' Ind CA/AA will 1'1&'1'1 IN Irt\lII.r 10 il'l.mtpc .Ien alhel

~ Sprint.
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the amount of time nec=ary for Relay Missouri C/\s to set up and process
outbound calls, This results in the 'ITY calk-r being connected to the desired
party at a speed that is dose to that of a traditional non-relay calL

d. tJlow QCt:eBB to usen to their chrJ#n inrere)(ch1UJ8e ClUritT (IXC)
through the TRS tUHl to 1UJ chosen oprtator services.

Sprint has tead, und~-n;tands and will comply.

Sprint will continue to provide Relay Missouri users with the most
comprehensive Carrier of Choice (CDC) options in the nation. Relay
Missouri users will continue to have the~r intrastate, interstate and
intemational calls came<! by any Interexehange camer who haS agreed to
participate in the cae program. When a Relay Missouri user indicat~"S their
COC preference, the C1\ will verify that the requested carrier is a cae
participant. I f so, the call will be routed accordingly. Relay Missouri users
will continue to be able to usc any billing method made available by the
requested carrier including collect, third party, calling, credit and pre-paid.
cards. .

Sprint has the most comprehensive lists of,COC participants in the TRS
industry. The currenr participating members of Sprint's Carrier of Choice
progmm arc:

SPRINT
A'l'r
MCIWORLIXOMM
t\u:rm.

• HROADWING COMM
HROADWING TFJ.ECOM

• CINCINNATI BELL LD
COASTAL TELEPHONE CO
EXCEL
GLOHN.• CROSSINGS
GTE NORTI-I
LCI
LDDS
LONG \)!S'T INTI. INC
MCLEOD USA
METROMEDJA
OPEXLD
QWEST
RCI
VERrZON LD
W1LTEL
WORKING ASSETS

e This document is plin"'" on recycled paper. Section J • 21
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WORJ.I)(:OM
• 11I-10-2211 TEI.ECOM USA

111-10-275 WORJ.DXCI-J/\NGE
10-10-321 TEI.ECOM USA
llHo-502 WORJ.DXCl-IANGE
111-10-629 WORJ.DXCHANGE
10-10,(,31', CUi/\R CHOICE

• ll)-10-7HI WORJ,DXCI-I/\NGE
ll)-10-H11 VARTEC

• lO-lO-H:l4 WORJ.DXCI-IANGE

I
I
I

I
e This documenl i. printed on recycled paper.;

I

Wht'f1 the rt"lucstcd carrier is not a CO~ participant. Sprjnt has eo;tablishcd a
procedure where the carrier will be notified, verbally arid in writing. of its
obligation to provide access to TRS US<.-ts and enco~TlIIle \heir participation.
I'lL..."" review Appendix E for a copy o[lthe COC Letti"1

Missouri customers will have unlimited access through'Relay to standard
.1 I)'" . I Hit'gIl' h thoperator anu lTcctory asStstance services, at rates no cr t an osc

charged nonnally to end usct\\ by the loJaI phone co~.ny.

e. provide unJimj~ time on t1H: dLtion 01caPs; I
Sprint has ['(.'3d, understands and will COfP1Y, I
There arc no restrictions or limits placeq on the duratiop of calls placLod by
any Iclay usel. All IcJay use'fS accessing Sprintletain full clmtrol of the
duration and number of calls placed an~-limc through rc!la~.

f, provide _limit on t1H: number1fcaY. hJUUileJJthe CA. for each
Be"".. by the user to the TRS. I I

Sprint has rt'3d, understands and will corpply. I
\ '

There are no restrictions or limits placLod on the number dr calls placed by
any rclay user. All rclay user< accessing sl>rint retain fulll cbntroJ of the
duration and number of calls placcd anyiime through relat.

j
I

I
I
\,
\

I
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It. ha.", a minimum oflour (4) hOllIS ofauxilitUy (~""JVr)po_r for
continuation ofthe TRS operation in case ofcommerdtl!power faiJute_ The
contractorVuJJ lId;uar biJJinIf 10 the MoPSClor outofsemce conditkma
IOmJjng over four (4) hours in • 24-hourperiod, provided auch out .ofsemce
conditions ate under the connol ofthe cnnmJClOr. The adjuatmt:tJt for the
aemce outage shall be equivaletJt to Sl/J • .",nge ofone (1) day's biJJinIf ofthe
TRS duritJg the monthly billingperiod. The conlrJletar shallnuke (I)
adjustmenr lor each out ofsemce condidotJ during the monthly billing
period. Nomo~ than one (I) out ofs"mce adjustment wiIJ be assessed
wi,hin a 24-hourperiod.

Sprint has tead, urnkrstands and will comply_

Sprint utilizes both an Uninterrupted Power Supply (UPS) and backup power
gt:ncrator tu L'Osure that all Sprint Relay CL'tlters have uninterrupted power
ewn in the event of a power outage. UPS is used only long enough for the
backup powet generator to come on line - a matter of minutes. Backup
power gcnL'ntofS arc sUppUL-d with sufficient fuel to maintain operation,; for
at least 24 hours. GL'flerators can stay in service for longet periods of time, as
fuel availability permits.

In the event of a power outage, the UPS and backup powcr generator
ensu'LOS seamless power transition until normal power is restored. While this
tmnsition is in progress, power to all basic equiptn<:nt and facilities essential
to the ccntces operation is maintained. ".I1tis includes:

Switch system and pL-riphcrais
Switch room L'OvironmL"11tals
C1\ positions (consolcs/tL-rminals and L-mcrgency lights)
Emergency lights (self-contained batteries)
SYSlL'ffi alarms
CDR recording.

As a safety precaution (in eVL"11t fire during a power failure), the fire
suppression system is not electric powered. Once the back-up generator is on
line, stable power is established and maintained to all TRS SystL'ffi equipment
and facility environmental control unilS until commercial power is restored.
Please refer to the Disaster Recovery Plan provided in Appendix G (or a
cumplete explanation of Sprint's back-up plan for Rday Missouri.

Sprint will adjust billing to the Mol'SC for out-of-service conditions totaling
over four (4) hours in a 24-hour period, provided such out-of-service
conditions are under Sprint's control. The adjuslmL'tIt fot the service outage
will be equivalent to an "'erage of one (1) day's billing of the 'I"RS during the
monthly billing period. Sprint will make (1) adjuslm<.'Ot for each out-of
sen·ice coridition during the monthly billing period. No marc than one (1)
out-of-service adjustment will be assessed witrun a 24-hour period.

CD This document is prinwd on recycled paper. Section 3 -28

341



-: Sprint...-....-.

Ie This document is printed on recycled paper.:

I

3.5 Quality of service StandardS! I
3.5.1 The qulJlity ofsemce provided by rlu: TRS shsJI conform to rhe
sundards /isred lu:low. The COntl1U:to,~sJ1meer rhe ioHowing stlUJdarrls
immediately uFOn impJemenrarion oft~ TRS. Ii
a. The network shall be cksigned tP comply with P.qt blodcage which is
bued on normal industry stlll1dards. I I'

Sprint has tead. understands and will co!"ply,
I, ,

Relay Mis.ouri will be providt'd with sufficit."t facilities
l
t</ provide a Gnde

of Service (GOS) of ]I,m Ot better for c~lIs t'fltering 'he Sprint ""II center
switch t'<juipmenr. Sprint provides an aferiJKC daily bloFk~e rate by
samplin~ the number of call. bt';n~ blocked e\'ery 15 minutes for ellch 24-
hour period.. I II·
Jnbound calls that may be blockcd withip the Public S,,;itChed Telephone
Network (l'STN) will recei"e a voice rt-cording .tating thlt all circuits arc
busy and tn try the call again within a few minutes. I:

. I
b. Afte, a ctdl reaches rhe TRS, rhe'""swe, time (or at It:llSt as%. ofsJI
csJIs during tdI times ofrhe day shsJI be 'wirhin ten (10) Joetonds.

I ,

Sprint has read, understands and will COrPIY. \

Sprint will meet the ASA rccju;rement of answering 85% of all calls within 10

seconds on a daily basis by a live Ci\. !. I
Sprint ha., a long histury of prO\·idinl\ TRS. Through tnat ""Peri."ee, Sprint
ha. de"doped the capability to effectively manall" a hurhan rt.,;ource pool
that provides unsurpo."sed quality. Sprini ho." grown TRS Pr<.....tions
capability to handle approximately 2(, million calls per y~J. Sprint has W'ined

I bl . . ... , 'IT> ',.... I I ...•-va ua c cxpcnencc m slJ.mg it S n..~ _r;cratlons to acc;ommuuatc contract
requirements and will provide the capability to handle ",h.~ouri crarf" while
maintaininK an excellent standard of set\~ce. Historical bh derail has be~....
gathered in 15-minute incrcments throughout the years Hpco\'iding TRS
scrt·ice. This historical infom-..tion is combined with Missouri"1'ecific
inf"nnati"n to establish anticipated cal! *att<:rns that Jcb,~atclvpredict the
personnel needs nt'eessary to cfficit'fltly ~rocess the relat tis ;,f Missouri.

Sprint's Traffic Managcmt-nt Control ce~ter (I'MCq Jd\Enhanecd Ser\'ices
Operations Control Center (ESOCq art; staffed with pfofessionals who
understand call processes, call "olumes, qistribution patierhs, contract

rt'l0iremcnt.< and call routing. thus ensu~ngexemplary lerice.

I
I
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c. Trrmsndssion cirt:WIfl for the TRSmust_r or e1tcet:d the~neraJJy
accepted industry stll1ldard..

Sprint has read. understands and will comply.

Transmission circuits for Relay Missouri meet or exceed gell<:n.Ily accepted
industry .tandanls. The follo~ng rek-communications facilitit'S, equipment
and software ~1l be used by Sprint in providing relay services for Missouri:

Local Exchange Company and Interexchange Carrier facilities to
complete local and long distance (toll) calls. 1ne carrier used for toll
calls is determined by the caller's selection (carrier of choice), in
accordance with ADA requirements.

All-digital switching system and PC-based CA terminals on a local area
network (LAN).

CA terminals with Sprint-dcvelopcd software.

Sprint's Enhanced Scf\·iccs Operation Conrrol Center Q:,socq
operated 24 houlll a day, 7 days a week, which monitors TRS to ensure
uninterrupted quality relay service.

Table J-3, below. shows the types and quantities of trunk facilities allocated
for Missouri. 'Int'S< trunks arc ';7.ed to provide a busy hour Grade of Service
(GO~) of P.OI, meaning a minimum of 99. out of 100 calls have i.,"restricted
and irnml'iliate access to the relay call Cl'flter serving Missouri during the
bw;il'St time of day.

TBbIe 3-3. Trunk FacUities Allocation

,~.
~
RB.Av MlBBCY lFI

Inbound ToI~Free Trunks
OU!bound Intra-slata Trunl<s

OUlbound ISDN Trunks (Callar
10)

Regional Restricted 800

Carner of Choice

24
24
24

4
24

P.O,
P.01
P.O,

P.Ol
P.Ol

•
Sprint uses an SOO service for inbound caU; to the Relay Center and WATS
service for outbound calls from the Relay Center. Regionally rcstricted 800
numbers arc accessed via Sprint's VPN (Virtual Private Network). Carrier of
Choice uses LEe FG-D circuits for access to all interc.~change earners.

SUffial'flt transmission facilities are assigned to service all traffic levels,
including busy hour peaks, with a minimum reserve of 25%.
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3.6 Calls Processed Through the TRS;

3.6.1 The foDowing lis, desClibt:s the~ 01c:dJs Whi~h shall be
ptrKessed through the TRS: \ II
d. ~s originating SInd trnninawig within the state ofMiBBOuri
(inlt3BtR.,e); 'I
Sprint ha. r~..d, understand. and will cofTlPly. I

. I
Relay Mi"ouri processe. all mtra.<ta'c relay call. oriwnating and terminating

within thc .tatc Of,Mi.souri. .. . i . .11 .
As Relay '''"ssoun s provIder. Spnm WIll offcr a 50% discpum off ,mrastatc
and inte",tate ratcs to all Relay MissouriJealle", <electing ~prim as thcir
carrier. Jf a Sprint .ub.criber i.< on a ,-pecial promotion' plan. the calk-r is
charged at his/h~., special promotion taie, not the Rela~ !\.Iissouri rate.

Relav u.etl< who .e1ect Sprint to carrv thLr long distancl Ln. and arc Sprint
. b 'bed . h' I ... I I. \ bill' IIprc-su sen . customcO' reCl."1VC c atgc;s on a ~pnnt mv0tCc.. 1' mg ca.

detail record ('-DR) is created on the Sp~nl network. 'i"hh CDR contain.,
information id~-nlifying the call "" a'rRS

1
call. II

b. Cil1Js originating within the 6t.re, ofMissouri IUld renninAting lilt

points outside the sIale (interstate or intf.mational); ,

Sprint ha. tl..d. understands and will c°lnPly. I.
. I

Rcla\' Mi~~()uri pr(Jccssc~ aU intl:n-tatc arld international relay calls tcnninadng
'. 'J th RIM':' I iii . d Cat P01nts UUtS1 C c ~tatc. c av I lSsoun uSCt'$ arc not C argc more lor
. h C h h "d b \ d d" . I. I, hse"'lccs t an lor t ose c arges POl y.tan ar VI)lCe I te cp one users.

Relay Mis.ouri users who select Sprint a~ the·ir interstate d.rrier. will be rated
and invoiced by Sprint. U.~'tl< arc only bi)led for conveJafon time.

~_.. ••• 'J_ h : f'~' . Id .-
C. ---.uS ODlPnlltl..ng OUUlur 1. C 8tfi.~ 0 nuSlJOun aD It~rnun;lnng'"
points inside rhe slale (interstate); 1

Sprint ha.< r~..d, undetl<tands and will corhply. I. I
Rday ~fl~S()uri processes all inrcrstatc relay calls originating outside the state
of Missouri and tcnninating at points inside the stue. Rhlay Missouri users
arc nol chargcd more for 'l"t\~ces than fot those char~~ ~aid by standard
''''nice'' telephone users. Relay Missouri users who sclcdt Sprint as their
interstate carrier, will be rated and invoic~dby Sprint. U~eb are only billed
C .• I 1
IM~IT~mb~ I

,

I
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• do c.u. Odginlldng wi,hin the Bbltt: ofMiliBOPri tmd tt:tminAdng At:r06.
" B'lI'e line which, ifthe TRS wu no, UBt:d, would be considerrrl local tmd
,oU Iir:e calling;

Sprint has read, understand~and will comply.

Relay Missouri processes all calls originating within the state of Missouri and
terminating across a state line which would be considc-rcd local or toll-free if
the TRS were not used. There will be no calls passed on to the customer for
thL'Se local or toll calls.

e. Intra8tJll~ andinterstate DireptotyADistllllce (DA), inrrutate .,no
chvge to the end U/lt:r (tmd intt:ntlltt: '0 bepllid from the NECA. fund) tmd;

Sprint has read. understands and will comply.

--~

•
Sprint provides Missouri users with unlimited access to standard Operator
and Directory Assistance including local and long distance Directory
Assistance (DA) at no charge to the end user, with all Interstate calls paid
from the N ECA fund Once rclay calk-rs make the rL'1uest, the Sprint CA
conrncts the appropriate dirc'Ctory assistance operator. The CA relays
directory assistance calls betwc-cn the Missouri user and the directory
:assistance Op'-"falor.

Realizing that the lTll\jority of D/\ services arc not TIY accessible, Sprint has
also designed and impkmcotcd a toll free 800 'lTV number that provides
D/\ nationwide. The Sprint 'I1Y Opc'tlltor and Directory Assistance's
number is 1-800-855-4000 (I·ly).

f c.u. 10 9tJO tmd 976numben:, BhaJJ be provided by the ConlSlcror Iir:e
ofcharge 10 the calJing ptUty. The ca1lingpstrty sbaJJp.y for aJJ orher cbargeB
_ociII'ed with the caJJ.

Sprint has read, understands and will comply.

All calls to Pay-Pet-Call services are provided free of charge to the calling
party. 'lbe calling party will pay for other chargcs associ2ted with the call.

Please sec our respon.e provided in $Cerion 3.3.1-<: for additional
information on Sprint Relay'. Pay-Per-Call service.

3.6.2 CaJJs to TRS from pSlyphones, subjecr to the foUowing:

a. loealpayphone calls mils, be provided Iir:e ofchtUgt: tmd;

Sprint has rc:ad, understands and will comply.

• Local calls from p.yphones will continue to be provided free of charge.
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I I
b. Ullers must be ablt: to IJUJ~ toll Los by using~Otp~paid
(debit) cards with tatca equivalent to ot~eu Ibll/J thoaeitJ1at would apply to "
aimiJar conventional caDm;uh: using cd;" set>t-paJd service (coill caD tares).

Sprint hal< tcaJ. understands and will c.!nply. I
Relay Missouri uscrs arc able to make telll calls by using eking Ot prepaid
(debit) cards with rates cqUiVaiL-nt to ur less than those ithl.t would apply to a
similar ConvL-ntional call made using coih scnt-paid scrvi~ (coin call rates).

Sprint procCSSL'S collect and person-to-Je,son calls and!JlIs charged to a
third-party for Relay Missouri, as wcll a1 calls billed to pr~aidand non
proprietary calling cards offcrL-d by a Mil.souri local or ~~ other
intercxchangc camer. Sprint also procdses calls to or from hotel roorns, pay
tek-phones and calls chargc.-d to debit calds. II
In compliance with Missouri's goal to pLvide function3l equivalency, wben a
call is placed throogh Relay Missouri, th~ u.<cr is billed ih the same rnanner
that a non-relay US<.'t would be billed The relay user is br{ly be billed for
conversation time, (which docs not inclJdc call setup tilne, time between
calls, or wrap up time) on toll calls. llillihg OCCurs within 60 days of the call
date. Sprint gives users the option of billing their calls ltd non-proprietary
LEe (local) or [XC (long distance) callirig cuds. Sprint p~occsses calling
cards offered by the u.'Cr's carrier of chJce if the carrie~ ~ a participant of
Sprint's Carrier ofCho;ce (COC) pro~ and as longF;Fcanue Group 0
.s at the Carner's aeCL'ss tandem. Spnnt Fill contmue to work WIth the
Missouri's LI~:Cs and IXCs to compile and make availaHlci to alll1Y users a
nst of acceptable calling cards. Sprint CAs also ,.,lay caDsithat are billed to
prepaid calling cards. The user'scarritT bf choice i< resP~ble for
pro\.jding call types and available billing ~tions, and h:lndlcs rating and
invoicing of toll calls placed through tbe Relay. Sprint'J billing is processed
in-house.

•

3.7 Calls Not Proc:e_d Through the TRS:

3.7.1 Com-sent caJIa wh~rr the CA woLd~ rrquiied~ de~~SDd
hSDdJe the deposit ofcoinS; I'· I
Sprint has read. understands and will corpply. I

3.7.2 7T to 7Texcept in use ofVCO~ YeO; I
Sprint has [L-ad. understands and will CO~plY, I
3.7.3 Incoming prrrecorded &olicitaul;
Sprint has rL-ad. understands and will cO~ly.. I
CD This document is primed on recycled paper.\

I
Section 3 ·33

•



~SprJnt•....__..._.

•
3.7.4 The CA IlhaJJ reIllY mussge.lUld leare mussges lOr tekphone
lI1J.werfng devi<%. st the reque.t ofthe ctJ/Jer even ifdoing .0 requires a
return c:I1/.

Sprint has tead, unde'1'Stands and will comply.

Sprint has been pro,idinl\ and will c<>r'tinue to ptovide this service in
compliance with Missouri's goal to provide functional cquivak"llcy. When
n:aching a recordeod message, the CA use.. Sprint's recoreling techno10K)' to
obtain all information nece..saIy lin the first attempt. The CA can the"ll play
back the tl'Cording at a pace that allows them to relay the entire message to
the caller, after which the recorded message is deleted. This technology
gte",t1y reduces the CA's work time and time billed to the statt:.

Subsequent rccfulls to leave a message Of e."ter information into an interactive
me"l1u are not charged to c,,-'tomers. Sprint has developed a procedure using
our Ultra WATS lines to e"l1SutC that with additiooal outdials, the customer
docs not incur toll charge.. on long distance calls. Missouri customers will
only be charged for the first call.

3.8 Charges and Rate9 to Users:

• The JOllowing chsrgc. sndrs,.,••haJJ spply to the TRS:

3.8.1 Local and toll free calls - The calling or c:I1/edpsrry shaJJ~IUno
chsrgrs IVr ca/Is originating and termin_1ing wirJUn s toU-/r« caJIing Ilcope.

Sprint has read, understands and will comply.

All calls to access Relay Missouri will be toil-free. Relay Missouri users arc
not charged for calls placed within the sam<: toll-f",e calling tOute.

3.8.2 Intrasrale Long Distance Cslis - Thech~per minute shaJJ nor
exceedAT&T's Intrssrate M""UC" Tekcommunicstions Service (MTS)
Illt"" with s 50% djllcounr iiom the sppropriatt: day, tvrning, nightlwrel«nd
rstepenod.

Sprint has read, understands and will comply.

- -------. - ~

•
--- ----- ------

Sprint's intrastate long e1istance rates will not exceed AT&"J~s Intrastate
Message Telecommunications Service (MTS) rates with a 50% discount from
50% discount from the appropriate day, evening, night/weekL"lld ratc period.

As Relay Missouri's provider, Sprint will offer a e1iscounted MTS rate that
will not exceed 1\"1T's Intrastare MTS rates,.ro all Relay Missouri callers
selecting Sprint as their carner. I f a Sprint subscriber is on a
special!promotional plan, the caller will be charged at the
special/promotional rate.

e This document is printed on recycled paper. Section 3 •34
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3.8.3 lntnstat<: 0fH"'l"or-8urchargrs thll' would othelWi.e apply, such _
collect, thiId numbet, pertIOn 10 pertIOo, cll1litJg canl .,}d 6ed;, canl sluUl no'
excredAT&:T'states. I
Sprint hAs read. und~'tStands and will cop1ply. . I
Sprint's inltllState op<.'rll.tor-surcharges, JUCh as collect. third number. person
to person, calling card and credit card Will not exceed (\T&T's rates.

Please review Section 3.4.2. d. for an ovlrvk"W of sprint Joc procedures.

I I'
3.8.4 /nUtl8IJj'e di""bility dJsCOUllts diat ';"y OthetwJSe\WBI &haIl no' apply
to TRS caJJs. I!
Sprint hAs rl'ad, understands and will co}nply

I
I

3.9 Access Charges: I
3.9.1 101nS"'e e-ier Commoo Line (CCL) Access Cbarges 00 the
otiginaringendof'he cIJ1Jingpany :MId~n the ,etminll~end of'he clllkd
plU1y shaIl00' be chlU1f<:d to Ot Imputed by rhe CODtnlqor lot local Ot ,00!tee
ca1ls plllCH through the 'rRS. 'nus includes/ntetLATA }pmInttaU TA

eCL chatgts. I I
Sprint has read, understands and will col"Ply. .

3.10 PUblk:lty: I I
3.10.1 The cootnle'otahalJ wade with the advisory eooukittee to eosutr tha'
publicity fot TRs Is effective and apptop.Da,e. The coo~,otwill be
e"pec'ro 10 proride fot ongoingpubJiciJy which will help ilO maIre .he genetal
public ilWSIft! ofthe current services and 'cnh:MIced setVicrs SIS they become

:JvlI1J"ble. . I
Sprint has read, understands and wiD compl)'_

The contractor shall work with the AdVilory Committee to ensure that
publicity for the TRS is effective and appmpriate. II
Sprint looks forward to continuing the el'ationShip we hAve developed with
the state for the last I J years and is read1 to provide Mi~s6uri a superior
outreach package. As the leading provid~r of TRS se"'i~e~ in the United
States. Sprint has a team d~-dicat~-d to thJ developm~-nt bf11i'PprOPriate
marketing and educational products thatlmeet the varyi!;.g,necds of the
different audiences who utilize Relay scrccs. II
The Rclav Missouri Account Man'Der tt.'am will provide oulteach funds

. -" I I I
allocated annually at $21XI,OOO.OO. A sample of such outreach efforts arc
shown below in Table 3-4: !
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Table 3-4. Sample Marketing end Outrv8ch Plen

1 Possible partnerships with stale agenc:ies to conduct outreach
activities throughO\ll the Slate:

Independent Living Centers $15.000.00
Missouri Chapter, at MRP $5.000.00
Missouri Chamber of Commerce $5.000.00
Missouri Department of Aging - Statewide $5.000.00
Missouri "',iSllva Tachnology Program $5.000.00

To increase awaraness among hearing. deal. hard 01 haaring and
Sjl8ach disabled P<lPIJJa1ions. Pr0vid8 WOfk9tlOps/prasanlatlons.
host 10,"" hall meetings. anend conlerenceslevents (Slate fairs).
pUblish relay articles in !hell agency's newsletters. be the poclc tor
any new reJay materials, etc.

2 WorI< With agencies to identify an IncfnrtduallO aet as the point Of
contact lor any information regarding Relay Service.
Submit articles in newsleners. enend boan! meetings. and $20.000.00
distribute relay materials to new oonsumers:

Missouri AsSOCiation 01 the Deal
Missouri Commission for the Deal and Han! of Haaring
Missouri Vocational Rehabi~tation (9 locations}
St. Louis Roundtable Reprasentalivas for Deafness. Inc.• Missouri School tor the Deaf
Missouri Association of Sentai' Citizens
Missouri Speech Language and Hearin9 AssOCiation· Languel/S
Pathology and Audiology
Florissant Valley Community Colle98 tor lha Deaf and Hard of
Hearing Program
Mary Williams University
Missouri Public Library
Missouri SHHH

Central Instilule lor the Deaf
St Joseph School tor the Oeal
Other Disability organizations
Grealer St. Louis Association ollhe Deaf.

3 Rela MiSSOUri Web Pege/Servlce NewsleRerslM80la Relations $25.000.00
4 ""aplnto $1.000.00
5 CD-Rom tor 'Don~ Hang up on Relay'" PUb~clly Campaign and all $80,000.00

other Pullli . programs.g
6 ConleranceslEventsfTradesllows. sponsorship fund. publish Ad in $9.000.00

program books
7 Relay Missouri broch.",s lor Relay Cali types including Speech to $10,000.00

Speech
8 Promotion Items· variety give-a-ways (slickers, magnets, pens, $10,000.00

ke chains, ele)

9 Miscellaneous OuIrllllch Ellll>8"S8S (print Sdditional videotapes, $10,000.00
PowerPoint slidas, postages, supplies, elc)

• 10 Total Expenditures $200,000.00
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The second Account Manager will be Ilatcd in SL LoUil supporting thc
communities in thc Eastem part of the ~ratc. Both RclJy Missouri Account
Managers will work in conjunction with\the Advisory dobnittee to ~'fISurc
effLoctive and appropriate pub~city. In doing so. Sprint ~ins to meet the
needs of the d~..f, hard of hearing. .~h impaired and ~erate awareness
in the hearing population. I.isted below 'arc the publicit\r campaigns Sprint is

committL't.! to providing: I II .
Do Not Hang Up on Relay - FeL't!back received from the Relay
Missouri Advisory Committee has prompted SpriJt fO implement the
"Do Not J·lang Up on Relay" CamPaign. Sprint,.\ul offer a CD-ROM
to the general public for the pUlpo!e of cducating~~leabout Relay
Missouri. The CD·ROM will include messages fromlconsumers as well
as infonnation about Relay Missouk. This pro~ is designed to
improve the awareness within the Business comm~nity and gencral
public in order to meet the nL'Cds df deaf, hard of hebng, and sp~'CCh
disabled custom~'rS who usc of Relly fl<lissouri.ll ~ 6ur goal to reduce

. th be fha ;... I Ie num 'r 0 ng-ups on rclay anu to mcrease awareness for
busine","" in Missouri. I \I

Speech-la-Speech Publicity· Sprint recognizes thl importance of
publicity for its Speech Disabled cJmmunity. Thrquht prL-sentations
and consultation with r~'Prescntativbs of Sprint and Relay Missouri
Account Manager.;, literature and r\-escncc at stat~.\wiae conferences and
conventions. Sprint will raise awarchess and undcJcinding of Speech
to-Speech services. This service alldws speL"Ch disablbd customers to usc
their voice, with the a.<sistance fron\ a CA, if neccs~aiY, to communicate
through Relay Missouri to non.spe1ch-disablcd ;ntiduals.

Sprint is committed to continued propation in thel following:

- Technology EllpOS • I
Missouri Rehabilitation Association

IndL'pcndcnt I.iving ConfetCllch I
- Mi~s()uri "~sociation of Highe; Education

Missouri Spcech-Languagc.Hdring j\ssociationI
,Mi""JUri Governor's Counc,l do D,sab,~tv I

• C . r II·th I) 'hili' I- Mayor s omrruttccs Lor Peop e W1 tSa tIcs

711 Campaign· Specific markctmJmatenals for 7\ 11 will be designed to
incrc-asc public awareness. Relay Mi$souri AccountIManagers will work
with the Relay Missouri Advisory Cl,rnmittce to collch fCL'<!back for
marketing materials and identify pu~~catioru; for advJrtising.

I 1
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• Video Relay Service and Sprint Relay Online - Our Newes!
I?nhancem~-nl:S - Sprint ha~ l'l1\j\ been recognized the !Loade! in
de"c!opment of nLOW products to ensure custom\:rs the bL'flefit of
telecommunications at its best. With Sprint's nL'W and innovative
programs, pcople ha\'c the option to choose the mOde of relay sen;ce
that best serves their neL'<Is. With Sprint Relay Online. pL'Ople are able to
occess Sprint TRS ,;a the internet. VidL~) Relay Service is another
available option that allows deaf people to communicate in their native
\anl,'uagc - American Sign l.anguage, and to have their calls prilCcsscd
via a certified sign language interpreter who functions in the role of a
C,\. Sprint will host five annual sLminan; throughout the state which
will include orientation and training on how to usc the n~'Wcst servi«'S
offered and additional information on upgrades and CIlhanccmL'flts for
all of products providL'C! through Sprint.

3.11 Relay Service PrDvider Reporting Requirements:

3.11.1 The contractor !1hsU maintJlin its rrcords orTR$Opcradon6 flO lU 10

permit review and de'erminlltion of$uch openotion$. Such recorrh shall be
msde available during nonnillbumness bolJnJ rotinspection by the MoPSC
and 'he OlBc. of,he Public Goune/.

• Sprint has read. unden<tands and will comply.

Sprint has rcc<'fltly dLploycd a new product, Sprint Rday Express Rtport,
allowing online reportinl\ capabilities vi.. the Internet. The Mol's<.: and the
Office of the Public Counse! will be able to' access useful fealUres and
functionality (t'lTlail nntificati'm, guaranteeing report~, archives and many
more) built into the product. along with electronic access to all reports.

Sprint Relay Express Report prov;dL'S a web-based placeholder for electronic
«'Port. provided by billinl\ vL'fldors and drivL'fl by St'Cure databasc data to
organi1-c reports. The Mol'SC will be able to download and "iew the fil""
anywhere and wAcnever necessary.

.1.11.2 The contne,orshall tnJIinUJin monthly records SIS directed by tbe
MoPSC which shall include, but sball notner=;lfMily be limited '0, 'he
following:

Sprint has «-ad, unden<unds .nd will comply.

Sprint will provide the State of Missouri with all required rt'P0rts in narrab"e
and !,'faphie format, by both hard copy and electronic format.

.1.11J Tow number ofreJ"yed aJJs handled by tbe TRS;

• Sprint has «-ad, understands and will comply.
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Sprint will provide the total numb<.." of relayed calls handled.

S . II . d . I all d I! th .~.pnnt rcportloi a ,JntcrstalC an Jnt1'asta~ c s m rrunutes on e monuuy
invojce. Sprint seeks rdmbur.-tmcnt fo~ all interstate ~dlintcmational
minutes from the TRS Interstatc Fund. jillc National Exchange Carricr
Association (NECA) administers the TRS Interstate ",J"a and monitors
raym~nts into the fund from telecommllnications proJidb. NECA also

administers fund disbun;ernents to TRS!rroviders. II
'lhe interstate minutes rc-imbursed by tHe TR$ lnrerl'tat" Fund arc listed on
the ;n\'oice as a reduction to the total minutes of scr\'iJ, for each month. 'Ihe
MoPSC will not be invoiced for minutd associated wid, ~c1aying interstate

and international calls. I· II
J.ll.4 C#JJ volume showingpercent.,fs ofetU:h ofthe "?/JowiDg types of
calls: loallllld toO ftt:e, intrlUUle inttaUTA, intraatB~inteTLATA IIIld
interar"re, aeplUP.red by origin"tingMrM!code; I
Sprint has read, underl'tands and will col"i>ly. .

Performance of inbound traffic on earoltoll.frce numbj:r lWhcre it enters the
Sprint network is measured continuously and reported bOth daily and
monthly. 1llese measurements, which include traffic v61Jmc and blockage
data. arc compiled into a monthly repod available to thb Jtate. Call volume
tC1'0rts will be made available to the sta~e indicating pc~ntagcsof e'ach of:
local and toll free, intrastate intral.ATA,lintrastatc inte.,.I.ATA and interstate
calls, and will be separated by the origirnJting arc'll ccKle l.slrc"luired by the

RFP. 1 II
J.ll.5 A vertlge holding lime per callanr supporting c1OcumenrlltiotJ;

Sprint has read, understands and will cofuply.

I
Sprint will provide monthly rc'Ports detWing the average holding time pCT call
and .upporting documentation for each Fonthof the c~tmct.

J.l1.6 A ....rtIge IIIIswcr lime andsup~documenrltion;

Sprinl has rc...d, understands and win cork,ly.
I, .

Sprint will provide monthly rC'P0rts detailing the avc'rag~ answer time per call
as well as any sopporting documentati1 for each month ?f the contraCt.

~.11.7 Number ofcalls Originllted.by 1s; I
Sponl has read; unde-rsrands and will cOll'ply. I
Sprint will include in the Relay Missouri ~onthlY report t* number of calls
originated by 'ITVs on a monthly basis. • I
e This document is printed on recyeled paper.
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.1.11.6 A /off ofCUBtom~rcomplllintB to Jnclud~, Bt B minimum, W da~ the
comp!JJint ....... Sed, rh~ nalUl'e ofth~ compltUnt, the date oftnOlution, IUJd
IIIJ tJrP!lIIJlltion ofthe tr:BOlution;

Sprint has rcad, undersbnds and will comply.

Sprint is fully comp~aJlt with all FCC guidelines. Sprint's ratio of customer
complaints-to-calls stands at 0.OlX10!l%, which is an outstanding testllmCnno
Sprint's quality..

1111 supervisors, customer service representatives, accmmt rnan.agcrs, and
other personnel who accept complaints or conuncndations track complaint
information via a Customer Contact database. This database includes all .
FCC mandated information: date complaint was filed, nature of the
complaint, e"Planation of rcsolution, and datc of resolution. All information
wilt be stored and utilixed to assist states in obtaining their ""certification
from the FCC.

Sprint's internal process for resolving complaints is much more stringent
than thar mandated by the FCC:

99"10 of aU 5eJ:Vice, technical, llnd miscellaneous complaints are
resolved within fifteen days after the last day of the month in which the
complaint was issued.

IIpproximately 90% of complaints that arc filed; arc resolvt-d white the caller
is still on line. The remaining tOO,'. require additional follow up from
supervisors and account tTIllI13gellIcnt.

Sprint Operations Supervisors or Operations Administrators arc available 24
hours a day, 7 days a week and are trained to provide on-~ne assistance to

custOmt'tl' with concerns, questions or complaints, which enable supervisors
to provide immediate coaching, training, Or fet-dback to CAs.

Relay Missouri customers also have thc option of calling the Sprint Relay 24
hour Customer Service department, located in the Relay Missouri Center, or
the Missouri Account Manager to file complaints or commendations. Sprint
has the capabi~ty to transfer the caller on-line to the Customer Servicc
dq,artment. A Customer Service representative will always answ~'{ the calls
live.

The Relay Missouri Account Manager is responsible for tracking all
commendations and complaints for the month and will send copies of
Customer Contacts to the state by the invoice due clate of the following
month.
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.H/.!' Numbe,ofDA caJJ..

Sprint has read, understands and will C(~IY,

Sprint will continue to prm'ide reports Jo the state of Missouri detailing the
number of DA calls pl.eed though Rcl+ Missouri. II

. I I
.1.11,10 T1u! contr.u;to,sh811provide to the MoPSC and to the 0IIit:e ofthe
Public Counsel lUI tUlnUIUreport oFo~dons, tnIlic~.temsand

accounting daUt aboue the TR5. 1 'I
Sprint has read. undeCl'tands and will c01JlPly.

Sprint will continue to pro"ide to the ",lops(; and to tHe bflice of the Public
Counsel an annual report of operation,,_ traff,c pattcm~ .f.d accounting data

reWlrdin~TRS. . II
3.12 Captioned Telephone Service RequirementS:

The St:Ue of Missouri is the Ii,,;t in the Jation to·l'l.'lwrl ~apTel'l'M relay
se,,'icc in a TR.'; RF!'. Sprint applauds dus proacti"e apptoach and stands
ready to support the State in the incorpJmtion of this seJice as a permanent

TRS feature in Missouri. l II
The CapTel'''' relay service trials pmvided by Sprint arc c\'rrcndy •.,mng 800
people .nd generating oyer 70,000 minu'tL'S a month. st>rint has worked
closely with Ultratec and the FCC in th~ trialing of an arnroval process for
CapTcl''''. The FCC has cum:ntly approved the rL'imbtlrsblTl(."Ot of all
IntL't'St.te and 51% of.1I Toll Free Cap'Fel'''' minutL'S fJoJo the NECA fund

at the current rate of $1.52. I I'
Sprint is pleased to offer the CapTel'''' r~lay se"'icc that 111 meet all current
TRS applicable rL'luircments in the ycac!2003. The 8e+4 will be available
24 hours a day 7 days a week and meet all ASA and block!ll!e requirements.
C.pTel'rM rclay service is the future of cclmmunication ~or\ the hard of hearing
in our country and the people of Missooh will be p'roud that their
commission has positirmLxl Relay Misso~ri to proVide tfuJ (:n!lanccd feature.

Sprint offcrs the CapTer'" phones, OuJach and SL-rviJe }or the low price'
offered in Exhibit A. Sprint will provide! 600 CapTel">! Ip~ones a yL'Or to

distribute at a rate of 50 a month. 1 II
I'lcase rc\';CW Exhibit D Proposed MethOd of Performance for a detailed
description of the CapTel"" relay serviceloffered to the ~'te in this proposal.

8 This doc.""",! is printed on recycled paper.
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• J.12.1 17Je CODatletor Ihtlll proWde Cilptioned Telephone (CilpTel) ",I'l'i«
that Ihtlllmeet orexceed the foDowing criteria md""till cmnply with
8uboequent, mort: 8tringr:nt, FCC mandated rr:quiremt:Drs:

Sprint has read, und,:rstands 1I\d will comply;

Initially, CapTel'" relay scmce will meet the criteria established in this RFI>.
Sprint will further ~",ceed these exp~'Ctations by providing CapTe!,'1\! relay
sef\~ce that is fully compliant with all current FCC TRS applicable
rCljuirements in the year 2003. Sprint will comply with any subs~"lucnt

changes. additions or more stringent FCC requirements for CapTefl>< relay
seMCC.

'-'"RELAY 1\ 0 IRI

•

.. 17Je ""rvice shaJJ ~rtI# Monday through Friday, iitOm 7:00 "-"'.
through 9:59p.m.; Saturday, fi'om 8:00 a.m. through 9-.59 pJD.; md Sunday,
iitOm 1:00p.m. through 9:59p.m. AU tin>etJ rr:fu to Central TUnt.

Sprint has read, understands and will eomply.

Initially, CapTeI"" relay service will meet the criteria established in this RFI'.
Sprint will exceed this cx~'Ctation by providing CapTel'" relay s~TVice 24
hours a day 7 days a week in the year 2003.

b. Tht: 8"'" Ihall M tnponlliblr: for itkntifyingpMticipanta with
usililanCt! Jiom the conthlCtOr.

Sprint has read, undL'fSlands and will comply.

The Sprint Aecount Management team has successfully marketed and
impkmenled this product with the Sprint-pro,~dcd CapTcl™ trials across the
nation. Man Gwynn, the Missouri Account Manager has suc«'Ssfully
impkmcnted the CapTeI'''' trial in Missouri with direction from the state.

Included in the Sprint price-per-minute offL'! to Missoun is Account
Man."...mcnt support to wotk with the state in managing the selection of lhe
participants.

J.12.2 Emr:rgr:ncy calls thlOugh the number "911" shtlllnot M provided
through CilpTe/ Service. The CapTe/ unita an: propmmctJ to dial 91/
dizect/y.

Sprint has read, understands and will comply.

The CapTel'''' trial in Missouri does not provide 911 aCCess for c:mergrncy
call processing. but are programmed to dial 911 directly. Sprint will exceed
this expectation in 2003 by meeting the applicable TRS FCC requirement

• aUowing for the processing of 911 calls through the CapTel'" relay s"",ice.
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I
l.U.J AJJ CapTet opelf"o" shall be bdekd by tbe COIJtraetor on prooedwes
li>r m.intaining the r:on6dt:ntiality orc~. The~Td ....nict: shalimet:r
tilt: conBaentiality tequm.menra Ii>, TRS. I
Sprint has read, undL"fStands and will c~ly.

AU CapTelr... CAs are trained and r(."IJed to follow eJfidentiality
re<:juifL'lllL'Ilts as established by the FCC\TRS re<:juiremb.&.

3.13 Invoicing and Payment Requirements: I
.1.1.3.1 The contractor ahtUJ mbmi'mokth/yinmit:t:s to tht: MiBBOun Public
Service CommitJSion; ATTN: Dual Psuiy Rdsy Servieel~ P.O. BOJIr J60;

. ]efTt:non City, MiBBOun 65102. All sucb1invojCft shali be ~ubminedin a
, I J

li>rmst~ upon betwt:t:n the MoPSC IUJd the contnlcto,.

Sprint has read. undL"fStands and will eakly.

3.1.3.2 The contractor .halibepaid onlmo~thly buh ro, the total
accumulated minutrs oftraIlic pt:r man}}, in aceotrJ~ l.ith the I1nn, 6xea
price pt:rminu", .ts'" on the Price P~. I·
Sprint has read, understands and will ct,y· I
J.n.J The contrru:to, ahtUJ agrt:t: lUJa Undt:_d the TRS toU cB1lB wOJ be
biJktl by <:itbe, ,he ust:r's IocsJe",ch~ csrdt:, (LEC),1 ,he conrrsctor, 0' the
ust:r'ap~ft:ned InteTChlUJ§': Carrit:,~) ifsuch IKe ;,fltmgp~~nce is
act:t:pted by the contracto, and identiDriJon the user's p,J,me.

Sprint has 'cad, undL"fStands and will coh,ly. 'I. . I
J.n.4 The contIJiCto, shtUJJ>#86 Calie, ID inlbrmstion iii>m the originating
crdJ, ifsvsUlsble IUJdnotb1~d, to the l:.ut:dpsrry, so th],tifthe oUJedpsrry
sobscribes to Calie, ID service Iiom the ~csJ eJ<cbaDgrlc.;,.x" the csJJed
parry may see the nlJDlbt:r 0'name and '!umbe" "" amoi'tiste '0 the
subscribed service, ofthe~party. i I
Sprint has read, un,.krstands and will corpIy. I
Sprint offers Calk... ID and this feature is supported on, all local calls. Sprint
forwards the calling party's ANI (Auton¥tic Number 1I0)lto the tenninating
LEe. As with standard tck-communications, the tLormiriating LEe mayor
may not choose to use this ANI info~tionas Caller ID 'information and
pass this no to the tenninating number. I 1.1
When passed through, the Relay Missouri call recipient is able to sec the
caller's phone number on their caller ID~Iay (the caI1e~ ID option fcorun:
must first be purchasL-d through the,r LEq. WhL'" notlJ"!ssed through, as
with standard telecommunications. the c~l n:cipient rccciSes a message such
as "OUT OF AREA" or "CNJ.,ER UNKNOWN".,
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3.14 FCC Requirements:

. .1.14.1 AD Cldn!nl mand.,ed .1IUHi1lrrl. mdle(fUI.aonslllJd lUJy lillure
.tmdllrrl. mlUJtJ.red by the FCC rel.ting 10 TRS rodiBed by the FCC,
whether at not .";d .lIUJdllrrl. src spcdJia,JJy mentioned, nlUDCd, or referred
10 inlhi. RFPsh6Ube incotponled by",felClJct:. The Stlte may negotiate
with the contrJU:tor for inlhc evrnl ofFCC mlUJdatedchtUJgCs that would
neCC66ltate" chmgc in the pdCf! or service. tr:quired for the pro';";on of
Relay u p";d our ofthe "rotc Relay Fund.

Sprint has read. understand~ and will comply.

Sprint TRS is fully compliant with all FCC requirements and will comply with
all future FCC tTl2ndates. Please review Table 3-5 for the FCC Mandatory
Minimum Standards Matri. that dL-monstratesSprint's compliance to each
FCC requirement. All of the cum:nt operationa~technical and functional
fL-alUrcs and smndards impk-mcntcd by Sprint meet or exceed standard~

mandated by the FCC.

AB..A"t'k :lIP

-'

Table 3-5. FCC MBndalofy Minimum StanUrda Mlmill

•

•

864.604
A.I

CommunlClltionll
Asalstant (C"')
Con!petency SIlilis

Typing Speed • 60 WPM
with technological aids

Oral-to-type tests

Spelling and grammar

Familiarity with hearing &
speech disablecl cullures;
ASl Translation

VIIS 'QUalmed' Interpreters

All CAs are tested and evaluated (0 ensure
relay skills meet the following FCC
Guidelines:

Typing Speed of 60 WPM prior to laking
live calla

Oral-to-type tests

High school graduate eQuiva\erlcy

CA training pllWides tamiliarity with
hearing, deaf, end apeectJ disabled
cullu"," and ASllranslation.

VRS interpretetsare qUalified, certified
interpreters.
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•
CAs process all calls and never prohibH
sequenlla! calls 01 Iirilil length of calls.

: II
!>print TRS is capable of handling all call
types normally provided by cornmon
farriers I
i I
I I

I
I I
STS CAs are permilled to ralain info !rom a
ban in order to tacmUlte the completion of
bonsecUtiv8 subsequent calls.

i IIpAs relay calts ~r"1'lim .nd do not .lter
relayed conversalion.

I I
I

;CAs are trained rind ....Iu.ted 10 ensure .It
.spects ot confideniiality are m.intalned
and conversalionBJ Cootexl is property'--- IIproVJutJU. l .
Sprint CAs are prohlbned from disclosing
~.ny call conlent. I

I

CAs arB prohibited rrom
refusing Single or sequential
calls or limiling the lenglh ot
calls utilizing relay servloas.
TRS shall be capabla ot
handling any Iype of c.1I
normally provided by
common carriers.

CAs ara prohibUed from
disclosing tha content of any
4"91ayed con\tersation
regardless of content

CAs are prohiblled Irom
intentionally altering a
relayed conversaliOl1 and
must relay all conversation
verbatim unless specifically
requeS1ed 10 do otherWise

Confidentiality •
Con_ion Context

Certain exceptions are
provided lor Speech-to
Speech calls,

564,604
A.3

564,604
A,2

Il This document i. prinred on recy~led pOper.!

S64.604
A.4

Handling 01 Emergency
Calle

ProviderS must use a
sys1em for incoming
emergency calls that, at a
minimum. automatically and
immediately transfers the
caller to the nearest PSAP.

A CA must pass along the
caller's number to the PSAP
when a caller disconnects
before being connected 10
emergency services.

Sprint 8utomaticaUy and immediately
Connects the caner to the neare51 PSAP.

I !
I
I

i I
I .
eAs pass along Ihe Caller's number 10 the
~SAP when the aill~r disconnects ~Qr to
be connected '01t\e emergency S8MC8.

! 1/,
I

I,
I
I
I
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564,604
A.s

864.604
....6

864.604
....7

364604
6.1

In-c8I1Replecementat
CAs

CAs answering and placing
a TIY·based TRS or VAS
call must slaV with the call
tor a minimum of 10
minulAS.
srs CAs - 15 minutes.
CA Gender Prelerencea

TRS providers must malee
best efforts to acoommodeia
a TRS use(s raquesled CA
gender When a callis
inilialad and. It a transfer
occurs. althe time l/1e caM Is
trans1elred to anOlller CA.
STS Called Numba,.

srs users must be provided
lhe option (0 mainlain a list
01 names and phone
numbers thatlhe STS usa,
calls. WlI8n the STS user
requests one 01 these
names. the CA must repeat
~ and stale the phone
number to the user.

ASQI 10 Baudot

TRS shall be capable 01
communicating with ASCII &
Baudot lormat at any speed
generally in use.

CAs stav on ail TAS and VAS calls lor a
minimum 0110 minutes.

STS CAs slay on all STs TAS calla for a
minimum 0115 minutes.

Sprinl users are able to request the gender
oIlhe CA. SprInt makes f1'I8ry etlon 10
satisfy this requesl and to maintain the
same gender dUring transfers.

Sprint offe's STS users the opIion of
maintaining a list 01 names and phone
numbers. When the srs user requests a
name tha STS CA will napeallhe neme and
the number 10 use'.

Sprint TAS communicates with ASCII and
Baudot lormals In all speeds tIlat are
g-.eIlV In use.
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664.604
62

664.604
B.3

664.604
6.4

TRS shall Include adequate
staffing in ensure 85% of all
calls answered within 10
seconds by any me,hoc
which results in the caller's
ca.1 immediately being
placed. not put in a queue or
on hold.

Abandoned calls shall be
included In Ihe SIlSe<Hlf·
answer calculalion.

Speed of Ans....r is to be
me.asured on a daily basis,

Tho system shall be
designed to a P.OI standard.
Equal AcC888lo lXe.

TAS users shall haw
aeces. 10 their chosen IXC
corrier through the TRS and
to all other operolor
services, to the same extent
Ihat such access is provldad
to voice users.
TRS Facililies

1"RS shall operall. 8V""idaY,
24 hou,s a day.

TRS shall have redundancy
features fundlonally
equivalent to the equipment
in.normal central offices.
indLJ<.tlng uninterrupliblo
pewer lor emergency use.

Adequate network facilities
shall be used in conjunetiM
wfTRS. '

i II
ISprint ensures lh~t 85% of all calls are
laoswared within to:seoonds and that
lcalle(s calls are Immediately placed.
jSprin1 does not put Calls in 8 queue or onrd I'
I,
Abandoned calls ara included in tha speed
'ot -answer calculatibn.
I I

i I
!'peed of Answer is measured on a dally
basis with a P.OI Standard.

~Prtnrs systam Jdlsigned 10 a P.OI
i!'andard or greatf·1 .

I I'
~rlnt provides u~~ with access to their
IxC earriar through tha Sprint Carrier of
Choice program "lIo;..;ng for !he same
:ccess that is prall to \IOIce users.

I ,
i II
Sprint TRS is available 24 hOUlS a day,

tvo~y. I!
Sprinl has redundancy leatures Ihat
provide functlonal/eciuivalencv, including
uointerruPtibre~i for emergency use.

i I
i \
Sprint's network facilities are sufficient to
insurathat 100 probabimyof a busy
response due lo lOOP. trunk congestion is
tUndionally equivalent to what a vciCa
';'11'" WOUld eXj)8~erice.

•

•

,
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664.604
C.2

Contact """""'.

Slates must submit to the
FCC a contaCl person or
o"lce tor TRS consumer
",formatIOn and complaints
abOut Intrastate TAS.

IISprinl pro'lides .1lpport. including a
primary polnt.cf..donlaet. to contract
'administrators to moot FCC requirements.

\ I j .

•\ II
Sprint TRS users pay rales no greater lIlan
ilia rales paid for iurictionally equivalen,
Voice communication services.
I I

I
I

I II
Sprint follows all FCC Mqulramenls lor
Pubfic access to iMdrmation and pubtishes
in directories, broi:h~res and billing inserts,
instruClions for TRSlinduding 711 acclOSS
in phona direclerie.. OA servioas and the
incorporallon of T1rV numbers in phone
bireclOries to a"UTe tllal tailerS are aware
01 all 'orms of TRS. I

iii
Rides

TRS users shall pay fates
no greater than the rates
paid for functionally
equivalent voice
communication services with
fespect to such laClers as
the duralion of ftle can, the , I

time of day, and lI1e distance
from the point 0' originalion
to the point of lerminalion.

Carriers. Il1rough publlcahon
in their directories, periodic
billing insens. plaoemenl 01
TAS instruCllons. including
711 access. in phone
dlreclOrieS. DA senrloes, &
ineorporal\on ot TIV
numbers in phOne
directDries. shall assure that
callers are aware of all forms
oITRS.

Public Access tD InfD

664.604
C.4

664.604
C.3
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864.604
C.5

864.604
e.G

Jurisdictional Sepsr8liorl
01 Costs

(I) General. wIlere
appropriate. costa of
providing TRS shall be
separated In accordance
wllh \he jurisdlctlonsl
separation procedures and
standards sellar 1r11he
Commission's regulaflons

(II) Cos! recovery, COSts
caused by Interstate TAS
shall be recovered lrom all
sUbscribers lor lMlry
interstate service. utilizing a
shared-funding cost
recovery mechanism

(111) Telecommunications
Relay 5ervioes Fund - To
be aclministerad by the
National EXChange Carrier
AssociaflOn, Inc. (NIOCA)
Complalnta

(i) Referral 01 complelnt.

(ii) Intrastete compIeint
rasolulion,

(iii) Jurisdiction 01
CommiSsion.

(Iv) Intorsts'" complaint
resolution. '

(v) Complainl Procedures

Sprintlallows FCC requirements in the
jurisdictional separaflon of costs.

Interstate TRS is recovered from all
Sllbsctibers for e'l8ry Interstate service
utilizing !he shared-funding cost reco'l8ry
mechanism.

Sprint works wilh NECA lorr&ilTtlursemenl
of interstate rninutes.

The Sprint TRS Customer Contact process
Is fully compliant wllh all FCC
Requirements.
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I

Lnt ptavidesJJ stale a re-eertlflClltion
packet and assists in the f&-eertification
process . I I
I

!

,

I

I I

IS"'inl lr8l'1slers TRS cuslome, profile data
10 incoming TRS 'vendors. The da1a is
'prOvided in u..blll fOrm at least 60 days
'prior to the last day of serviCe and is not
'sold, distributed, Shared or ,_led in any
'other way by Sprint,'o, Sprint employeell.

~I future contacts between
the TRS adminiSlrator and
the TRS vendor shall
provide tor the transfer of
TRS customer profile dB18
from the outgoing TRS
yendor to tile incoming TRS
Vendor. Such daia must be
diSClosed in usable form at
least 60 days prior 10 the
prOVide,'s 'asl day of
sentioe, and shall not be
sold, dislributed. shered or
revealed in any other way by
the relay proVider or its
employees. unless
compelled to do so by lawful
ordar.
Slate Certiflcallon

Per FCC's Public Notice on
TRS State Re-certification
releasad 5/1102, tile FCC
requests an application be
subrnijted through Stale's
Office ollhe Governor or
alher delegaled executive
office empowered to provide
TRS.

T_ntofTRS'
Custo""" Info

564.605

564.604
C.7

. I
Sprint has workcod closely with the FCC ;conccming ba,;iclsen,ices and
upgrades to e"istin~ 'l'RS. Sprint re~larly pn";d",, co¥nts and proposLod
changes and additions to the FCC rL"lui~Lments. Sprintlhi, long been at the:
forefront of developing and offering fc.,.h.fL"S and pn>c<'dJfl'S that were later
adopted by the FCC: and arc now mandiwl)' requiremc~t~ for'l1tS.

Sprint will stand fL'Ody to work with the ~tate in the e:veirLf FCC mandatc:d
changes that would necessitate a change in the price or ~eh"ces required for
the provision of relay as paid out of the state Relay Funk lAs soon as
possible but no later than 30 days after r~"Ceiving notice lof changc:s to the
FCC fl'<juirements for the prov",;on ofTRS, Sprint will submit to MoPSe a
detaikJ written estimate: of the scope of:work. I

I :

I
I
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